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THE  WHITE  HOUSE 

WASHI NGTON 

June  2,  1980 


Dear  Secretary  Klutznick: 

As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  the  Department  of 
Commerce's  consumer  program  established  under  Executive  Order  12160. 

The  Department's  program  will  play  a  vital  role  in  assuring  that 
consumer  interests  will  be  an  integral  part  of  agency  decisionmaking. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark  the 
culmination  of  several  years  of  work  by  many  capable  and  dedicated 
people  both  within  and  outside  the  government.  The  contribution  and 
assistance  provided  by  Ms.  Meredith  Fernstrom  and  Ms.  Marti  Yocum  of 
your  staff  have  been  particularly  helpful.  The  fact  that  Ms.  Fernstrom 
will  be  reporting  directly  to  you  and  participating  in  management 
meetings  should  provide  her  with  the  opportunity  to  review  Departmental 
rules,  policies,  programs,  and  legislation  and  assess  their  impact 
on  consumers.  The  Department's  program  is  further  strengthened  by 
the  Pi.  -sence  of  the  Commerce  Consumer  Connection  and  Regional  Office 
Network.  I  am  concerned,  however, ■ that  the  consumer  programs  of  the 
bureaus  and  administrations  seem  relatively  undeveloped  compared  to  the 
Departmental  program.  It  will  be  necessary  for  Ms.  Fernstrom  to  be 
able  to  work  continually  with  agency  heads  on  strengthening  their 
programs.  I  was  also  pleased  to  learn  that  some  additional  resources 
have  been  allocated  to  the  program  at  the  Departmental  level.  I  urge 
you  to  continue  to  assess  the  resource  situation  in  the  coming  months. 

With  the  publication  of  each  agency's  final  program,  a  new  phase  of 
our  work  begins.  This  office  will  work  closely  with  you  in  monitoring 
the  effectiveness  of  the  Department's  consumer  program  in  meeting  the 
standards  of  the  Order  and  in  achieving  the  objectives  you  have  set 
for  the  Department.  During  this  time  my  staff  and  I  will  be 
available  to  help  in  any  way  we  can.  I  will  be  reporting  to  the 
President  at  the  end  of  each  fiscal  year  on  government- wide  progress 
under  the  Order,  and  I  am  sure  that  these  reports  will  reflect 
considerable  success. 


Thank  you  for  doing  your  part  in  this  effort.  I  am  confident  that 
implementing  this  Executive  Order  will  important  contribution 

to  consumer  welfare  in  the  United 

^  r 

ely 


Esther  Peterson 
Special  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  Philip  M.  Klutznick 
Secretary,  Department  of  Commerce 
Washington,  D.  C.  20230 
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Outreach  Efforts 


DEPARTMENT  OF  COMMERCE 

Office  of  the  Secretary 

agency:  U.S.  Department  of  Commerce. 
action:  Final  Consumer  Program. 

SUMMARY:  The  Final  Consumer  Program  describes  a  plan  for 
assuring  that  consumer  needs  and  interests  are  solicited  and 
adequately  considered  in  decision-making  processes  of  the 
U.S.  Department  of  Commerce.  It  also  describes  efforts 
planned  to  encourage  greater  responsiveness  to  consumer 
concerns  from  the  business  community. 

EFFECTIVE  DATE:  July  9, 1980. 

ADDRESS:  Office  of  Consumer  Affairs,  U.S.  Department  of 
Commerce,  14th  and  Constitution  Avenue,  N.W.,  Room  5889, 
Washington,  D.C.  20230. 

FOR  FURTHER  INFORMATION  CONTACT: 

Meredith  M.  Femstrom,  Director  of  Consumer  Affairs,  (202) 
377-5001. 

AUTHORITY:  Executive  Order  12160. 

SUPPLEMENTARY  INFORMATION: 

QUICK  REFERENCE  TO  ACRONYMS 

All  Government  agencies  rely  on  the  use  of  acronyms  as  a 
shorthand  in  communicating  about  their  programs.  We’ve 
used  a  lot  of  them  in  this  Program  to  save  time  and  space. 

We  realize  that  acronyms  are  often  meaningless  or  confusing 
to  non-govemment  persons,  so  we're  including  this  "quick 
reference"  listing  of  the  agency  and  program  acronyms  used 
throughout  the  Consumer  Program.  We  hope  it  will  make  it 
easier  for  you  to  find  out  about  the  DOC’s  (that’s 
“Department  of  Commerce’s")  consumer  affairs  activities. 

DOC — ^Department  of  Commerce 
FY — ^Fiscal  Year 

NBS — National  Bureau  of  Standards 

NOAA — ^National  Oceanic  and  Atmospheric  Administration 

NMFS — ^National  Marine  Fisheries  Service  (NOAA) 

NTIA — National  Telecommunications  and  Information 
Administration 

CCPT — Center  for  Consumer  Product  Technology  (NBS) 

MAFAC — ^Marine  Fishery  Advisory  Committee  (NMFS) 

PPCS — Planning  and  Policy  Coordination  Staff  (NTIA) 

ORP^— Office  of  Regulatory  Policy 
OPS — Office  of  Product  Standards 
IT  A — International  Trade  Administration 
USTS — ^U.S.  Travel  Service 

PTFP — Public  Telecommunications  Facilities  Program 
OMB — Office  of  Management  and  Budget  (Executive  Office  of  the 
President) 

USTR — U.S.  Trade  Representative  (Executive  Office  of  the 
President) 

PUBUC  COMMENTS  ON  THE  DRAFT  PROGRAM 

The  Department  of  Commerce  Draft  Consumer  Program 
was  issued  in  the  Federal  Register  on  December  10, 1979,  for 
a  ninety-day  comment  period.  (44  FR  71270  et  seq.)  The 
Commerce  Office  of  Consumer  Affairs  conducted  an 
extensive  outreach  effort  to  make  the  public  aware  of  the 
Draft  Consumer  Program  and  to  solicit  comments  on  it.  We 
want  to  thank  each  individual  and  organization  that  took  the 
time  to  comment.  Your  constructive  criticisms  and 
recommendations  have  helped  us  strengthen  the  Program, 
and  we  look  forward  to  continual  public  scrutiny  and 
suggestions  for  its  effective  implementation. 

^e  following  is  a  summary  of  actions  taken  to  distribute 
the  Program,  the  number  and  nature  of  comments  received, 
changes  that  were  made  in  response  to  comments,  and 
reasons  why  some  changes  suggested  in  the  comments  were 
not  made. 


The  Department  of  Commerce  issued  a  press  release  on 
December  10, 1979,  announcing  issuance  of  the  Draft 
Consumer  Program.  The  release  was  sent  to  over  200  news 
sources,  including  the  national  news  networks,  and  was 
annoimced  on  the  daily  Commerce  radio  broadcast  tape 
which  receives  wide  distribution  throughout  the  country. 

The  Office  of  Consumer  Affairs  sent  letters  soliciting 
comments  on  the  Program  to  its  mailing  list  of  1100  consumer 
organizations  and  state  and  local  government  consumer 
agencies.  Letters  were  also  sent  to  1600  national  and  local 
members  of  the  Society  of  Consimier  Affairs  Professionals, 
an  organization  that  primarily  represents  consumer  affairs 
professionals  in  business,  but  which  also  includes  consumer 
representatives  from  government,  academia  and  the  media. 
The  Consumer  Program  was  mailed  to  approximately  200 
trade  associations  and  individual  corporations  in  consumer 
product  and  service  industries.  These  mailings  were 
augmented  by  a  taped  interview  with  the  Director  of 
Consumer  Affairs  for  a  weekly  Commerce  radio  program 
which  is  broadcast  by  over  400  stations. 

The  Office  of  Consumer  Affairs  co-sponsored  a  public 
meeting  on  the  Draft  Consumer  Programs  of  all  Federal 
Agencies  in  Philadelphia,  PA,  on  January  31, 1980.  A 
coalition  of  over  twenty  consumer  and  public  interest  groups 
from  Philadelphia  and  the  Delaware  Valley  requested  the 
meeting,  and  provided  Task  Forces  to  comment  on  the  Draft 
Programs  of  seven  Agencies,  including  Commerce. 
Approximately  125  persons  attended  the  meeting. 

On  February  6, 1980,  Commerce  was  represented  by  staff 
fi'om  the  Office  of  Consumer  Affairs,  the  National  Bureau  of 
Standards  and  the  National  Telecommunications  and 
Information  Administration  at  a  White  House  Conference  on 
the  Draft  Programs.  Over  400  persons  attended  the  plenary 
session  of  the  Conference,  and  approximately  20  persons 
visited  the  Commerce  table  during  the  breakout  sessions. 
While  a  few  comments  were  received  at  that  time,  it  was 
primarily  an  opportunity  to  explain  the  Program  in  more 
detail  and  answer  questions. 

Within  the  Department  of  Commerce,  copies  of  the  Draft 
Program  were  sent  to  the  Secretarial  Officers  and  Heads  of 
Operating  Units,  the  ten  Regional  Representatives  of  the 
Secretary,  and  the  47  District  Offices  of  the  International 
Trade  Administration,  to  solicit  their  comments  and  to  make 
their  employees  aware  of  it.  The  Consumer  Affairs  Branch  of 
the  National  Marine  Fisheries  Service  also  distributed  the 
Program  to  members  of  the  Marine  Fishery  Advisory 
Committee. 

Number  and  Origin  of  Comments 

A  total  of  55  comments  were  received  on  the  Draft 
Consumer  Program,  orally  or  in  writing.  Sources  and 
numbers  of  comments  are  as  follows: 


Individual  Consumera. .  6 

Consumar  Organizations  (One  of  which  represented 
the  Task  Force  report  at  the  Philadelphia  meeting) .  12 

Business .  8 

Consumer  consultants .  3 

Trade  organizations .  11 

Federal  government  (Including  OOC  operating  units, 
regional  representatives  and  District  offices,  plus 

agencies  other  than  Commerce) .  12 

State  and  local  government  consumer  offices .  3 

Congressional  offices .  2 


In  addition,  the  Draft  Program  received  an  informal 
evaluation  from  the  staff  of  the  White  House  Office  of 
Consumer  Affairs. 

A  copy  of  the  comments  are  part  of  the  public  record  and 
are  available  for  inspection  and  copying  in  DOC’s  Central 
Reference  and  Records  Inspection  Facility. 
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General  Comments 

The  Review  process  revealed  a  wide  disparity  of  opinion 
about  the  Draft  Program.  The  majority  of  comments  viewed 
the  Program,  in  general,  as  comprehensive  and  well- 
designed,  but  at  the  same  time,  made  a  number  of 
recommendations  for  strengthening  it.  For  example,  twenty 
comments  were  concerned  with  the  reporting  channel  of  the 
Director  of  Consumer  Affairs  and  consumer  staffs  in  other 
operating  imits  to  the  heads  of  the  agencies,  and  with  the 
size  of  staff  and  resources  for  the  Consumer  Program.  On  the 
other  hand,  the  Program  was  termed  “seriously  inadequate” 
in  one  comment,  due  to  lack  of  specificity  for  some 
procedures  and  target  dates,  and  “an  embellishment  of 
existing  policies”  in  another  comment,  unless  access  to  the 
Secretary  and  agency  Administrators  was  made  certain. 

A  second  major  point  of  disparity  concerned  the  overall 
role  of  the  Office  of  Consumer  Affairs.  Six  written  and  other 
verbal  comments  strongly  supported  efforts  for  the  Office  to 
encourage  and  assist  the  development  of  corporate  consumer 
affairs  activities.  As  one  public  interest  representative 
stated,  “.  .  .  Encouraging  greater  responsiveness  to 
consumer  concerns  in  the  business  community  is  an 
imaginative  and  useful  function.  There  are  few  governmental 
agencies  which  consider  that  to  be  an  appropriate  part  of 
their  role  and  the  concern  of  the  Commerce  Department 
about  this  issue  is  to  be  encouraged.”  Conversely,  one 
respondent  found  this  objective  inappropriate  to  the  Program 
and  an  indication  of  the  “entrenched  business  orientation  of 
the  Department.”  It  should  be  noted  that  the  Consumer 
Program,  as  a  response  to  Executive  Order  12160,  is  not  the 
appropriate  document  for  explaining  in  detail  our  plans  for 
working  with  the  business  community  on  consumer  issues: 
however,  this  will  continue  to  be  a  second  major 
responsibility  of  the  Office. 

Three  comments  commended  the  fact  that  the  Director  of 
Consumer  Affairs  “serves  as  the  Department’s  consumer 
advocate”  in  reviewing  rules,  policies,  etc.  We  appreciated 
that  recognition  and  hope  that  our  performance  will  continue 
to  merit  it. 

Specific  Comments  and  Actions  Taken 

The  following  summarizes  the  specific  comments  received 
for  each  of  the  five  components  of  the  Draft  Program  and 
notes  changes  that  have  been  made  in  response  to  the 
comments.  Discussion  is  also  provided  for  recommended 
changes  which  have  not  been  made. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 
Office  of  Consumer  Affairs:  Staff  Location 

The  majority  of  comments  on  this  portion  of  the  Program 
focused  on  the  location  and  reporting  channel  of  the  Director 
of  Consumer  Affairs.  Reference  was  made  repeatedly  to  the 
requirement  of  the  Executive  Order  that  the  Consumer 
Affairs  Director  report  directly  to  the  head  of  the  agency,  in 
order  to  assure  regular  and  substantive  input  to  DOC 
decisions  that  affect  consumers. 

In  recent  years,  it  has  been  the  Department’s  policy  to 
reduce  the  number  of  persons  reporting  directly  to  the 
Secretary  as  a  more  efficient  management  practice. 

However,  as  a  result  of  the  completion  of  a  Departmental 
reorganization  which  was  underway  when  the  Draft  Program 
was  written,  it  has  been  determined  that  the  Director  of 
Consumer  Affairs  will  now  report  directly  to  the  Secretary 
while  also  serving  as  Director  of  the  Office  of  Consumer 
Affairs.  Administrative  arrangements  for  the  Office  of 
Consumer  Affairs  will  continue  to  be  provided  by  the  Office 
of  the  Associate  Deputy  Secretary  (formerly  tijled  the 
“Deputy  Under  Secretary”).  The  Director  has  also  been  made 


a  member  of  the  Commerce  Council,  a  top  management 
committee  which  meets  weekly  with  the  Secretary. 

Office  of  Consumer  Affairs  Staff  Size  and  Resources 

Numerous  comments  were  made  regarding  the  fact  that 
the  Office  of  Consimier  Affairs  must  have  adequate  staff  to 
carry  out  the  requirements  of  the  Executive  Order.  One 
comment  pointed  out  that  “without  more  full-time 
professional  and  support  staff,  the  Office  of  Consumer 
Affairs  will  be  a  symbol  and  not  an  effective  source  of 
consumer  participation.”  The  addition  of  one  professional 
position  to  the  staff  was  approved  for  FY  ’81.  Preliminary 
plans  call  for  adding  another  professional  slot  and  a  clerical 
position  in  FY  ’82. 

An  increase  in  the  Office’s  FY  ’81  program  budget  was 
also  approved  for  the  purposes  of  developing  an 
informational  brochure  on  Commerce’s  consumer  services 
and  for  conducting  business-consumer  forums.  In  addition, 
use  of  the  Secretary’s  Special  Initiatives  Fund  was  approved 
for  a  major  project  in  which  the  Office  will  review  and  revise 
a  series  of  consumer  affairs  guidelines  for  business  in  1980. 

It  was  recommended  in  one  comment'that  the  Office  of 
Consumer  Affairs  staff  be  supplemented  by  adequate 
research  personnel  to  determine,  among  other  things, 
precisely  what  “consumer  views”  are.  We  do  not  expect  the 
additional  anticipated  positions  to  be  research  personnel; 
however,  the  Department  has  the  capability  for  conducting 
some  types  of  research  along  the  lines  suggested  through  the 
Bureau  of  the  Census  and  the  Bureau  of  Economic  Analysis. 
This  possibility  will  be  explored  further. 

One  comment  stressed  that  the  effectiveness  of  the  Office 
of  Consumer  Affairs  should  not  be  made  contingent  upon  the 
presence  and  abilities  of  college  interns  to  supplement  the 
staff.  While  it  is  certainly  our  preference  to  add  permanent, 
full-time  positions  to  the  staff,  as  noted  above,  we  hope  to 
continue  utilizing  qualified  interns  to  the  extent  possible, 
since  such  internships  have  proven  in  the  past  to  be  mutually 
beneficial  to  the  Office  and  die  students.  We  believe  that 
internship  programs  provide  an  important  career 
development  opportunity  for  potential  consumer  affairs 
professionals. 

Major  Operating  Units’  Consumer  Staffs. 

National  Bureau  of  Standards 

The  description  of  the  NBS  portion  of  the  Draft  Program 
was  considered  too  vague  in  one  comment.  Another  stressed 
the  need  for  the  NBS  Center  for  Consumer  Product 
Technology  (CCPT)  to  establish  regular  mechanisms  for 
consumer  input,  perhaps  through  creation  of  a  consumer 
advisory  committee.  The  comment  also  urged  DOC  to  devote 
significantly  more  in-house  resources  to  the  CCPT,  since 
nearly  80  percent  of  its  funds  are  dependent  on  agency 
contracts  outside  the  Department  of  Commerce.  These 
recommendations  are  responded  to  in  Section  II,  Consumer 
Participation. 

National  Marine  Fisheries  Service 

With  regard  to  the  consumer  staffs  of  the  major  operating 
units,  several  comments  strongly  endorsed  the  establishment 
and  funding  of  consumer  offices  in  the  National  Marine 
Fisheries  Service  and  the  National  Telecommunications  and 
Information  Administration.  As  was  noted  in  the  Draft 
Program,  NMFS  has  reconstituted  its  former  “Consumer 
Affairs  Division”  into  a  new  Consumer  Affairs  Branch  of  the 
Seafood  Research.  Inspection  and  Consumer  Services 
Division,  which  is  part  of  the  Office  of  Utilization  and 
Development.  As  was  suggested  in  one  comment,  an 
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organization  chart  showing  the  location  of  NMFS  within 
NOAA  as  been  appended  to  the  Final  Program. 

The  same  comment  stated  that  although  the  staffing  plan 
for  NMFS’  Consumer  Affairs  Branch  is  specified  in  some 
detail,  they  were  “Nonetheless  very  concerned  about  how 
the  six  positions  are  to  be  filled.  In  light  of  the  specialized 
training  for  consumer  affairs  personnel  which  the  Executive 
Order  mandates  .  .  .  to  hll  any  of  the  six  positions  with 
temporary  employees,  personnel  on  limited  detail,  college 
interns,  or  part-time  st^f  will  conflict  with  the  intent  of  the 
(Order).  The  contiimity  and  effectiveness  of  the  Consumer 
Affairs  Branch’s  work  requires  the  adoption  of  a  policy  to 
this  effect.”  As  stated  in  the  Program,  the  new  Consumer 
Affairs  Branch  includes  positions  for  3  consumer  affairs 
professionals,  1  economist,  1  home  economist,  and  1  clerk/ 
typist.  Given  current  hiring  restrictions,  the  Branch  is  now 
staffed  with  one  full-time  and  one  part-time  (32  hours  per 
week)  permanent,  a  full-time  temporary  clerk/ typist,  a 
detailed  (120  days)  full-time  home  economist,  and  a  detailed 
(120  days)  consiuner  education  specialist.  In  addition,  efforts 
are  now  underway  to  recruit  a  full-time  branch  chief,  and  a 
full-time  temporary  (one  yetu).  Intergovernmental  Personnel 
Act  appointment  economist.  'The  part-time  permanent 
position  has  been  established  as  a  training  slot.  Specific 
training  has  been  and  will  continue  to  be  provided  to  the 
entire  staff.  In  addition,  the  Consumer  Affairs  Branch  will 
continue  to  draw  on  the  expertise  within  the  Division  and 
other  parts  of  NMFS  in  carrying  out  its  function. 

One  comment  stated  that  there  is  “.  .  .  no  evidence 
anywhere  in  the  Draft  Prograni  that  the  plan  will  place  a 
senior-level  official  solely  responsible  for  consumer  affairs 
into  the  inner  circle  of .  .  .the  Administrator  of  NOAA  or 
the  Assistant  Administrator  of  Fisheries.”  The  commenting 
organization  stated  it  could  not  support  the  “remote 
placement”  of  the  Consumer  Affairs  Branch.  The  comment 
read:  “The  Executive  Order  requires  relocating  the 
Consumer  Affairs  Branch  into  the  Office  of  the  Assistant 
Administrator  for  Fisheries  and  if  that  consumer  office  has 
responsibilities  for  NOAA  matters  which  are  outside  NMFS 
jurisdiction,  the  office  should  be  located  in  the  Office  of  the 
Administrator  of  NOAA.”  The  DOC  does  not  interpret  the 
Executive  Order  as  requiring  each  operating  unit  to 
designate  a  senior  level  official  to  exercise,  as  the  official’s 
sole  responsibility,  policy,  direction  for  and  coordination  and 
oversight  of  the  agency’s  consumer  activities.  Rather,  having 
established  the  Director  of  Consumer  Affairs  at  the 
Department  level,  an  identifiable,  accessible  professional 
staff  has  been  established  at  the  program  level  in  NMFS 
which  is  authorized  to  participate  in  the  development  and 
review  of  all  agency  rules,  policies,  programs  and  legislation. 
The  head  of  this  staff  serves  as  the  consumer  advocate 
within  NMFS,  as  described  in  the  Consumer  Program,  and  is 
the  NMFS  member  of  the  Commerce  Consumer  Connection, 
having  a  direct  link  to  the  Director  of  Consumer  Affairs.  The 
Consumer  Affairs  Branch  has  full  and  direct  access  to  the 
Assistant  Administrator  for  Fisheries,  however  the  Branch 
has  no  responsibilities  for  matters  outside  the  NMFS 
jurisdiction. 

National  Telecommunications  and  Information 
A  dministration 

One  comment  misinterpreted  the  Program  to  say  that 
“NTIA’s  plans  for  consumers  with  respect  to  its  public 
telecommunications  grants  function  was  contingent  upon  the 
establishment  of  a  consumer  affairs  office  in  NTIA.”  This  is 
not  the  case;  NTIA’s  fimding  for  public  participation — most 
of  which  ia  associated  with  its  Public  Telecommunications 
Facilities  Program-7will  shortly  be  inq)lemented.  Information 
on  the  funding  procedures  is  described  in  the  Final  Program 
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under  “How  Consumer  Participation  Will  Occur”  in  Section 
II. 


The  Draft  Program  indicated  that  DOC  operating  units 
other  then  NBS,  NMFS,  and  NTIA  (whose  plans  for 
compliance  with  the  Executive  Order  are  described  in  the 
Program)  will  be  required  to  designate  a  “Consumer  Contact 
Person”  as  Uaison  to  OCA  and  to  serve  on  the  Commerce 
Consumer  Connection.  One  comment  questioned  why  only 
these  three  operating  units  developed  plems,  since  the 
breadth  of  the  Department’s  jurisdiction  has  enormous 
impact  on  American  consumers.  In  particular,  the  comment 
questioned  why  the  Economic  Development  Administration 
and  the  Maritime  Administration  were  not  included.  When 
the  Draft  Program  was  being  written,  a  survey  within  the 
Department  indicated  specific  need  for  the  NBS,  NTIA,  and 
NMFS  plans,  in  addition  to  the  Office  of  Consumer  Affairs’ 
program,  since  their  activities  had  the  most  direct  and 
sigi^cant  consiuner  impact  of  all  DOC  agencies 
(“consumer”  as  defined  by  the  Executive  Order).  However, 
the  Office  of  Consumer  Affairs  is  mandated  to  work  as 
closely  as  possible  with  all  DOC  operating  units,  through  the 
top  managers,  their  designated  “Consumer  Contact  Persons,” 
and  the  Commerce  Consumer  Connection,  to  participate 
actively  in  program  and  policy  development  throughout  the 
Department.  The  Office’s  capacity  to  peform  this  function 
will  be  strengthened  with  the  additional  staff  now  being 
added. 


It  was  pointed  out  in  one  comment  that  the  Draft  Program 
did  not  mention  a  major  new  responsibility  of  the 
Department;  the  implementation  of  OMB  Ocular  A-119, 
entitled  “Federal  Participation  in  the  Development  and  Use 
of  Voluntary  Standards,”  which  is  administered  by  DOC’s 
Office  of  Product  Standards  (OPS).  It  was  recommended  that 
an  adequate  staff  be  established  to  monitor  the  more  than 
400  voluntary  standards  organizations,  and  that  funds  be 
made  available  for  mechanisms  to  assure  consumer  input 
into  the  implementing  guidelines.  An  advisory  committee 
that  includes  consumer  representatives  was  proposed  to 
advise  the  Secretary  on  these  guidelines,  and  a 
recommendation  was  made  that  a  training  program  be 
established  to  educate  consiuners  and  small  business  on 
how  to  participate  effectively  in  such  activities.  In  response, 
OPS  reported  that  these  comments  were  appreciated  as  they 
emphasize  the  importance  of  the  Circular  to  consumers,  and 
others.  OPS  does  not  believe  it  will  be  necessary'  to  increase 
its  staff  for  the  suggested  purpose  of  monitoring  the 
voluntary  standards  organizations.  It  was  never 
comtemplated  by  OMB,  nor  by  OPS,  that  there  should  be  any 
such  monitoring  by  the  Federal  Government  on  a  more  or 
less  routine  basis.  Instead,  the  Circular  and  the  DOC 
implementation  procedures  provide  minimum  basic 
requirements  which  each  organization  that  desires  to  be 
listed  must  certify  as  having  met.  Upon  receiving  statements 
and  prescribed  evidence  of  compliance  with  those 
requirements,  the  applicant  organizations  will  be  listed 
without  any  investigation  being  made  by  the  government. 
After  listing,  DOC  will  not  investigate  the  acciuracy  of  the 
self-certification  actions  imless  and  until  a  complaint  is 
received  that  a  listed  organization  is  in  violation  of  the 
requirements.  Such  a  complaint ...  or  notice  .  .  .  could 
come  from  anyone,  and  very  likely  will  come  firom  the 
Federal  personnel  who  sit  on  standards-developing 
committees  or  others  who  are  acquainted  with  the 
procedures  employed  by  the  standards  developers.  If  and 
when  such  a  complaint  or  notice  is  received,  DOC  will  be 
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obliged  to  investigate  and  resolve  the  matter.  The  proposed 
procedures  provide  a  mechanism  for  doing  this. 

OPS  also  reported  that  it  plans  to  hold  meetings  with 
standards  organizations  and  consumer  representatives  to 
review  proposed  procedures  for  implementing  the  Circular. 
The  procedures  will  also  be  published  in  the  Federal  Register 
for  public  comment.  OPS  believes  this  will  be  an  effective 
mechanism  for  assuring  consumer  input  into  its  procedures. 
At  the  same  time,  that  mechanism  should  help  acquaint  the 
affected  organizations  with  the  provisions  in  the  procedures 
which  make  it  possible  for  consumers  to  have  a  voice  in  the 
standards  development  process. 

Finally,  OPS  is  in  favor  of  a  training  program  and  is  in  the 
process  of  developing  a  plan  for  such  a  program. 

U.S.  Travel  Service 

One  comment  suggested  that  the  U.S.  Travel  Service 
would  benefit  from  enhanced  consumer  representation  and 
participation.  Although  the  USTS  mandate  is  limited  to 
encouraging  foreign  travel  to  the  U.S.,  the  agency  is  currently 
consulting  with  the  Office  of  Consumer  Affairs  on  consumer- 
related  projects  which  have  potential  benefit  for  both  foreign 
and  domestic  travelers.  These  new  activities  have  been 
included  in  the  Final  Program. 

International  Trade  Administration 

The  International  Trade  Administration  (ITA)  and  its 
relationship  to  the  Office  of  Consumer  Affairs  was  the 
subject  of  five  comments  received  on  the  Draft  Program. 
Specific  recommendations  included:  (1)  the  Office  of 
Consumer  Affairs  should  serve  as  a  conduit  through  which  a 
consumer  point  of  view  could  be  heard  on  interagency 
committees  such  as  the  Trade  Policy  Committee,  the  Textile 
Trade  Policy  Group,  and  the  Committee  for  Implementation 
of  Textile  Agreements  (CITA);  (2)  the  Office  of  Consumer 
Affairs  should  undertake  a  systematic  evaluation  of  ITA  to 
determine  which  of  its  functions  most  directly  impact 
consumer  prices  and  merchandise  availability;  and  (3)  a 
program  should  be  developed  for  maximizing  consumer 
involvement,  through  the  Office  of  Consumer  Affairs,  in 
Departmental  decisionmaking  involving  those  functions. 

ITA  (previously  called  the  Industry  and  Trade 
Administration)  was  formed  in  January,  1980  as  a  result  of 
the  President’s  Reorganization  Plan  Number  3,  of  1979. 
Because  ITA’s  reorganization  was  not  complete  at  the  time 
the  Draft  Program  was  written,  it  was  not  possible  to  define 
the  specific  mechanisms  and  organizational  structure 
through  which  the  Office  of  Consumer  Affairs  and  ITA 
would  coordinate  their  activities.  However,  the  comment 
review  process  resulted  in  the  following  responses  to  the 
reommendations  cited  above:  (1)  The  new  Industry  Sector 
Advisory  Committee  on  Wholesaling  and  Retailing  (ISAC  17) 
is  particularly  well-suited  as  a  policy  channel  for  the 
interests  expressed  in  comments  of  two  import-related  trade 
organizations.  Retailers,  wholesalers  and  their  associations 
are  eligible  for  membership  on  ISAC  17,  and  may  apply  by 
contacting  the  Trade  Advisory  Center,  Room  3036, 
Department  of  Commerce.  (The  statute  restricts  membership 
on  ISAC’s  to  representatives  of  the  particular  industry 
sector.)  (2)  The  industry  advisory  program  also  assures  an 
open  channel  to  U.S.  trade  policy  makers  in  that  all 
interested  parties  can  submit  written  views  on  trade  policy 
issues  to  the  Trade  Advisory  Center.  These  views  will  be 
presented  to  the  appropriate  advisory  committee(s)  for 
consideration,  and  will  be  circulated  separately  to 
appropriate  Commerce  officials  and  to  the  U.S.  Trade 
Representative  (USTR),  a  part  of  the  Executive  Office  of  the 
President.  This  affords  consumer  spokespersons,  as  well  as 
all  other  interested  parties,  continuing  direct  input  to  the 


advisory  and  decisionmaking  processes.  (3)  The  mandate  for 
advisory  committees  under  the  new  Trade  Agreements  Act, 
i.e.,  to  provide  advice  on  matters  arising  in  connection  with 
the  administration  of  U.S.  trade  policy,  is  broader  than  the 
limited  mandate  for  advice  on  the  Multilateral  Trade 
negotiations  provided  by  the  Trade  Act  of  1974. 

Consequently,  the  activities  of  the  committees  in  the  future 
are  more  likely  to  deal  with  the  range  of  concerns  expressed 
in  the  comments. 

Another  opportimity  for  consumer  participation  in  trade 
policy  development  exists  outside  of  the  DCDC,  in  the  office 
of  the  U.S.  Trade  Representative.  The  USTR  administers  the 
Advisory  Committee  for  Trade  Negotiations  (ACTN),  which 
provides  overall  policy  advice  and  is  composed  of 
representatives  from  a  broad  range  of  sectors,  including 
government,  labor,  industry,  agriculture,  small  business, 
service  industries,  retailers,  consumer  interests,  and  the 
general  public. 

The  Final  Program  makes  reference  to  these  existing 
channels  for  consumer  input  to  policy  and  indicates  that  the 
Office  of  Consumer  Affairs  will  continue  to  pursue 
additional  opportunities  within  ITA  for  this  to  occur. 

DOC  Regional  Office  Network 

In  comments  from  DOC's  Secretarial  Representatives  and 
ITA  District  Offices,  it  was  pointed  out  that  the  Program 
should  identify  the  availability  of  the  Department’s  regional 
office  network  as  the  contact  point  to  the  public,  business, 
and  state  and  local  government.  Although  these  offices  do 
not  have  separate  consumer  affairs  personnel,  they  can 
assist  in  finding  answers  to  consumer  questions,  or  relay 
consumer  views  to  the  Office  of  Consumer  Affairs.  We  have 
amended  the  Progrma  to  show  the  existence  of  this  network, 
and  have  included  the  addresses  and  phone  numbers  of  the 
ten  Secretarial  Representatives’  offices  (Appendix  A). 

It  was  also  recommended  that  a  part-time  consumer 
outreach  staff  position  be  made  available  on  a  trial  basis  to 
a  select  number  of  the  ten  regional  offices  of  the  Secretarial 
Representatives.  We  agree  that  this  would  be  an  extremely 
useful  function  in  the  future,  but  at  the  present  time  our 
efforts  are  limited  to  seeking  additional  positions  at  the 
Office  of  Consumer  Affairs  headquarters. 

Procedures  for  Consumer  Policy  Coordination 

Several  comments  focused  on  the  Office  of  Consumer 
Affairs’  role  as  coordinator  of  the  Consumer  Program.  One 
comment  stressed  that  in  addition  to  oversight  of  policy  and 
budget  authorizations  for  consumer  affairs  functions,  the 
Director  of  Consumer  Affairs  should  also  be  involved  in 
agencies’  program  evaluation  to  insure  compliance  with  the 
Program  throughout  the  Department.  We,  too,  feel  this  is  a 
very  important  function,  and  one  which  was  not  spelled  out 
explicitly  in  our  Draft  Program.  Under  the  Executive  Order 
authority  to  participate  in  reviews  of  agency  programs,  the 
Office  has  apprised  the  Department’s  Office  of  Budget  and 
Program  Evaluation  of  this  recommendation,  and  reference 
will  be  made  to  the  Executive  Order  requirements  in  the 
guidelines  for  program  evaluation  which  will  be  sent  to  all 
agencies. 

1.  Commerce  Consumer  Connection 

The  intradepartmental  “Commerce  Consumer  Connection’’ 
as  a  mechanism  for  policy  coordination  was  the  subject  of 
several  comments.  Several  persons  felt  it  was  a  very 
responsive  way  to  coordinate  attention  to  consumers’  needs 
at  the  Departmental  level:  in  fact,  it  was  found  to  be  “the 
most  important  part  of  the  Program’’  in  one  comment.  It  was 
recommended  that  the  Connection  encompass 
representatives  from  all  Commerce  agencies.  This  is  our 
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intent;  as  stated  in  the  Draft  Program,  the  Connection  will 
now  be  expanded  to  include  not  only  the  representatives  of 
the  operating  units’  consumer  staffs,  but  also  the  Consumer 
Contact  Persons  which  all  other  units  are  required  to 
designate. 

2.  Office  of  Consumer  Affairs’  Coordination  Authority 

Two  comments  indicated  that  the  Office  of  Consumer 
Affairs  should  have  authority  over  the  consumer  staffs  in  all 
DOC  operating  units.  The  Executive  Order  provides  a  policy 
coordination  and  oversight  function  for  the  Office  to  be 
carried  out  under  the  direction  of  the  Secretary.  The 
application  of  this  provision  to  the  operating  units  is  through 
the  Office  of  Consumer  Affairs’  chairing  of  the  Connection 
and  its  review  and  oversight  of  the  operating  units’ 
programs,  policies  and  legislation  in  order  to  recommend 
actions  to  the  Secretary.  The  Draft  Program  further 
mentioned  the  requirement  for  all  operating  units,  including 
those  with  no  consumer  staff  per  se,  to  designate  a  high-level 
"Consumer  Contact  Person’’  as  liaison  to  the  Office  of 
Consumer  Affairs  for  implementation  of  the  Order.  Through 
these  mechanisms,  the  Office  of  Consumer  Affairs  can 
recommend  that  the  Secretary  impose  standards  and 
deadlines  on  operating  units  for  compliance  with  the 
Program.  Also  of  major  signiffcance  is  the  Office’s  role  in 
overseeing  the  preparation  of  the  Department’s  budget 
exhibit  for  consumer  affairs  as  required  by  the  Order. 
Through  this  means,  the  Office  of  Consumer  Affairs  has 
direct  responsibility  to  apprise  the  Secretary  and  top 
management  of  the  adequacy  of  the  Department’s  resource 
commitment  to  consumer  affairs  activities.  The  Final 
Program  has  been  amended  to  more  fully  explain  the  extent 
of  the  Office  of  Consumer  Affairs’  authority  in  this  regard. 

.3.  Advisory  Committees 

One  respondent  was  puzzled  by  language  in  this  section 
which  indicates  the  Secretary’s  directive  for  consumer 
representatives  to  be  included  on  all  the  Department’s  public 
advisory  committees,  except  where  there  are  statutory 
constraints.  The  comment  cited  the  requirement  of  the 
Federal  Advisory  Committee  Act  (FACA)  that  all  advisory 
committees  be  balanced.  While  it  is  true  that  the  Act 
requires  balanced  membership,  the  charters  of  advisory 
committees  usually  allow  such  balance  to  be  obtained 
through  “public”  members,  who  in  our  view,  do  not 
automatically  coincide  with  representing  the  consumer 
interest,  as  defined  by  the  Executive  Order.  In  seeking 
consumer  members  for  advisory  committees,  every  effort  is 
made  to  verify  the  person’s  interest,  ability,  and  experience 
in  representing  the  consumer  perspective. 

Along  this  same  line,  one  person  stated  the  belief  that 
advisory  committee  members  are  often  selected  because  of 
their  professed  "expertise,”  rather  than  their  objectivity,  and 
that  such  expertise  does  not  always  represent  real-live 
consumers.  It  is  true  that  due  to  the  extremely  technical 
nature  of  some  of  DOC’s  committees,  we  must  seek 
“consumer  experts”  on  a  given  subject,  as  opposed  to 
"grassroots”  consumers.  However,  we  feel  this  is  usually 
justified  by  the  need  for  the  consumer  member  to  interact  as 
effectively  and  efficiently  as  possible  with  the  committee. 

A  recommendation  was  made  that  information  be 
disseminated  about  the  number  and  nature  of  advisory 
committees  in  the  Department,  openings  available,  and 
procedures  for  applying.  We  will  seek  a  more  systematic 
way  to  provide  this  information  on  a  regular  basis;  in  the 
meantime,  we  have  indicated  that  inquiries  and  nominations 
for  membership  on  advisory  committees  should  be  directed 
to  the  Office  of  Consumer  Affairs. 


It  was  suggested  that  the  expense  reimbursement  policy 
for  service  on  advisory  committees  be  expanded  to 
consumers  will  participate  in  other  Department  functions, 
such  as  consumer  forums.  At  the  present  time,  funding  for 
other  than  advisory  committee  service  is  limited  to  the 
public  participation  programs  of  the  National  Oceanic  and 
Atmospheric  Administration  (NOAA)  and  the  National 
Telecommunications  and  Information  Administration 
(NTIA),  as  described  in  the  Final  Program. 

11.  CONSUMER  PAR'nCIPA'nON 
How  Consumer  Participation  Will  Occur 

One  respondent  felt  that  the  Program  would  provide  for 
consumer  participation  only  for  “consumer-related”  policies, 
rules,  programs  and  legislation,  and  that  we  should  defme 
how  such  determination  would  be  made.  It  was  suggested 
that  “because  nearly  everything  the  Department  does  has  a 
direct  or  indirect  impact  on  consumers,  it  may  be  preferable 
to  draft  the  definition  in  terms  of  standards  for  exempting 
specific  policies,  rules,  or  programs  as  not  consumer- 
related.”  It  should  be  noted  that  in  both  the  Draft  and  Final 
Programs,  we  state  that  the  Office  of  Consumer  Affairs  and 
consumer  staffs  of  the  operating  units  will  participate  in  all 
agency  rules,  policies,  programs  and  legislation.  We  further 
indicate  that  consumer  participation  shall  occur  “throughout 
the  development  and  review  of  the  Department’s  rules, 
policies  and  programs.”  We  agree  that  there  is  virtually  no 
action  of  the  Department  which  does  not  ultimately  have 
some  impact  on  consumers;  and  we  are  proceeding  on  this 
basis  to  implement  consumer  participation  procedures. 
Logically,  we  must  make  careful  jud^ents  as  to  the 
immediacy  or  extent  of  impact  for  a  particular  issue 
allocating  or  limited  resources. 

The  majority  of  comments  on  this  section  of  the  Program 
stated  that  our  proposed  actions  will  make  it  easier  for 
consumers  to  participate  in  DOC’s  policy  and  program 
development.  One  comment  suggested  that  a  toll-free 
number  should  be  established  to  allow  consumers  a  “free/ 
low  cost”  means  of  contacting  a  government  agency.  The 
Office  of  Consumer  Affairs  is  presently  unable  to  provide  a 
toll-free  number  because  of  the  staff  and  resources  which 
would  be  required  to  operate  the  phone  lines.  Currently,  the 
ten  Regional  offices  and  the  forty-seven  District  offices 
provide  a  nationwide  network  which  allows  consumers  a 
local  contact  with  the  Department;  however,  we  will  explore 
the  possibility  of  a  toll-free  line  after  the  Consumer  Program 
becomes  effective. 

We  received  a  number  of  favorable  comments  on  the 
monthly  notices  of  upcoming  regulatory  activities  which  the 
Office  of  Consumer  Affairs  is  now  distributing  to  its  maihng 
list.  In  response  to  one  question  we  received,  we  hope  that 
these  notices  will  make  it  easier  for  an  “individual” 
consumer,  as  well  as  consumer  organizations,  to  be  involved 
in  our  activities.  (Contact  the  Office  of  Consumer  Affairs  to 
be  added  to  the  iliailing  list.)  We  welcome  other  suggestions 
as  to  how  we  can  more  effectively  reach  the  “grassroot” 
consumer. 

Two  comments  stated  it  was  not  enough  for  the  Program  to 
state  that  “funds  will  be  made  available  wherever  possible 
to  enable  consumer  representatives  to  give  in-depth  advice 
on  major  policy  or  program  initiatives.  One  comment 
suggested  that  a  specific  amount  be  obligated  for  this 
purpose,  after  which  a  list  of  potential  candidate  programs 
could  be  established  and  assigned  priorities.  This  is  the  way 
in  which  the  NOAA  funding  program  for  public  participation 
is  being  administered;  for  each  fiscal  year,  a  budget  is 
allocated  to  these  funds,  and  decisions  are  made  on  its  use 
as  appropriate  to  the  rulemaking  proceedings  that  develop 
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within  the  agency.  We  are  pursuing  this  approach,  as  well, 
with  the  PTFP  funding  program  in  NTIA,  and  with  the 
possible  establishment  of  funding  programs  within  other 
DOC  agencies.  At  the  present  time,  we  are  unable  to 
establish  a  separate  funding  activity  in  the  Office  of 
Consumer  Affairs. 

A  number  of  comments  endorsed  the  activity  of  arranging 
frequent  meetings  between  DOC  officials  and  consumer 
representatives  to  discuss  problems  and  issues.  The  Office  of 
Consumer  Affairs  has  arranged  such  meetings  in  the  past* 
and  will  continue  to  seek  these  opportunities.  We  hope  to 
establish  a  systematic  schedule  for  the  meetings,  although 
we  were  unable  to  fully  develop  this  project  at  the  time  of 
writing  the  Final  Program. 

Similarly,  we  received  several  endorsements  of  the 
“Commerce  Consumer  Forums”  concept  for  major  issues. 

Tw’o  comments  stated  that  adequate  resources  should  be 
ensured  to  support  this  project.  We  have  included  in  our 
budget  request  now  under  review  a  plan  for  conducting  a 
major  Forum  in  FY  *81  on  a  significant  DOC  policy  issue. 

Operating  Units’  Plans 
National  Bureau  of  Standards 

With  regard  to  NBS*  plans  for  consumer  participation,  two 
comments  expressed  concern  that  the  Draft  Program  “in  no 
way  indicates  how  a  substantial  improvement  in  its 
consumer  relations  would  occur”  and  that  there  should  be 
“standing  mechanisms  within  the  Center  for  Consumer 
Product  Technology  (CCPT)  to  assure  consumer  input.”  We 
would  point  out  that  the  Center  for  Consumer  Product 
Technology  is  the  established  focal  point  for  the  full  gamut 
of  consumer  related  NBS  activities,  and  therefore,  is  the 
logical  unit  to  be  assigned  implementation  responsibility  for 
the  Consumer  Program.  In  addition  to  its  coordination  of  a 
Consumer  Sounding  Board  network,  the  CCPT  meets 
frequently  with  consumer  leaders  to  review  its  program 
plans.  It  seeks  additional  consumer  input  through  the 
National  Conference  on  Weights  and  Measures,  which  is 
comprised  of  state  and  local  government  officials 
responsible  for  consumer  issues  in  their  jurisdictions;  and 
through  the  annual  review  of  the  Center's  programs  by  a 
panel  appointed  by  the  National  Academy  of  Sciences,  on 
which  there  is  a  consumer  representative.  These  activities 
are  included  in  the  Final  Program. 

Comments  received  at  the  Philadelphia  meeting  and  in 
writing  concerned  the  need  for  NBS  to  provide  technical 
assistance  to  help  consumers  participate  in  standards 
development.  One  organization  recommended  that  funds  be 
provided  to  establish  a  training  program  for  consumer  and 
small  business  representatives  on  how  to  participate 
effectively  in  standards  setting  activities.  (This  comment 
was  also  discussed  relative  to  the  0MB  Circular  A-119  and 
the  DOC  Office  of  Product  Standards.)  NBS  staff  members 
actively  participate  in  many  of  the  voluntary  standards 
organizations.  Through  these  efforts  NBS  works  with 
consumers  on  standards  committees.  As  an  example,  in  the 
case  of  the  American  Society  for  Testing  and  Materials 
Committee  F-15  (Consumer  Product  Safety  and  Performance) 
the  committee  chairman  has  announced  that  members  of  the 
committee,  including  NBS  representatives,  will  assist 
consumers  as  needed  in  a  consultative  and  educational 
manner  to  aid  them  in  their  understanding  of  the  technical 
issues  associated  with  the  development  of  a  standard. 
Therefore,  no  additional  technical  assistance  funds  for 
consumers  are  planned  for. 

One  comment  noted  that  the  CCPT  depends  for  nearly  80% 
of  its  funding  on  outside  agency  contracts,  and  urged  DOC  to 
devote  significantly  more  in-house  resources  to  this 


important  program.  NBS  is  responsible  under  its  enabling 
legislation  to  provide  technical  support  to  other  agencies  on 
a  reimbursable  basis,  NBS’  monies  are  received  both  from 
direct  appropriations  made  by  the  congress  and  from  other 
agencies.  Since  the  responsibility  for  issuing  standards  and 
regulations  on  consumer  products  rests  with  such  agencies 
as  the  Consumer  Product  Safety  Commission  and  the 
Departmeiit  of  Energy,  a  majority  of  the  Center  for  Consumer 
Product  Technology’s  programs  are  funded  on  a 
reimbursable  basis.  NBS  will  continue  the  research 
necessary  to  support  this  program  area. 

National  Marine  Fisheries  Service 

With  regard  to  NMFS’  Consumer  Affairs  Branch 
involvement  with  the  Regional  Fishery  Management 
Councils,  one  organization  commented  that,  while  “we  have 
not  participated  in  the  Fishery  Management  Councils,  .  .  . 
we  are  aware  of  press  reports  indicating  that  consumer 
representation  on  such  Councils  has  not  been  complete  or 
full.  Thus  it  is  important  that  the  Office  of  Consumer  Affairs 
be  able  to  correct  such  situations  when  they  occur.”  The 
Fishery  Management  Councils  referred  to  were  established 
by  the  Fishery  Conservation  and  Management  Act  (FCMA) 
of  1976.  Among  other  purposes,  this  Act  provides  for  the 
conservation,  management  and  development  of  the  fisheries 
resources  within  the  U.S,  exclusive  fishery  zone  from  3  to  200 
nautical  miles  off  the  United  States.  Conditions  for 
membership  of  the  eight  Councils  established  by  the  Act  is 
prescribed  in  the  Act:  which  among  other  things,  includes  the 
requirement  that  all  members  must  have  fisheries  expertise. 
The  majority  of  the  members  are  recommended  by  the 
Governors  of  the  Coastal  States  within  the  jurisdiction  of 
each  Council.  In  this  context,  consumer  representatives  are 
not  only  eligible  to  be  Council  members,  but  they  can  also 
participate  and  have  input  to  the  various  advisory 
committees  that  have  been  established  to  assist  the  Councils 
in  developing  fishery  management  plans.  The  Consumer 
Affairs  Branch  of  NMFS  sponsored  a  consumer  workshop  for 
various  consumer  interest  groups  in  the  Washington,  D.C. 
area  in  November,  1979,  to  explain  the  FCMA,  the  functions 
and  membership  of  the  Councils,  and  methods  of  providing 
consumer  input.  Similar  workshops  are  being  planned  on  a 
Regional  basis  in  conjunction  with  the  Councils  to  encourage 
and  expand  consumer  participation. 

Another  comment  questioned  the  composition  of  the 
Marine  Fishery  Advisory  Committee  (MAFAC)  to  determine 
whether  consumers  were  included  on  the  Committee. 
Presently,  two  of  the  twenty-five  Committee  members  are 
consumer  representatives.  These  two  representatives  also 
co-chair  the  Consumer  Affairs  Subcommittee  of  MAFAC. 

The  MAFAC  members  serve  three-year  staggered  terms  so 
that  make-up  of  the  Committee  is  constantly  under  review. 
The  Consumer  Affairs  Branch  of  NMFS  recommends  names 
of  consumer  representatives  to  be  members  of  the  MAFAC. 

One  comment  stated  that  NMFS  is  a  regulatory  agency, 
and  as  such  should  be  involving  consumer  organizations 
directly  in  rulemaking  activities:  “  ‘Maintaining  contact’  is 
not  enough  of  a  program  when  it  comes  to  regulation.  Again, 
this  means  a  commitment  of  funds,  as  well  as  a 
determination  to  engage  in  an  outreach  program.”  Part  II  of 
the  Program  describes  the  general  approach  for  assuring  that 
timely  and  meaningful  consumer  participation  will  occur 
throughout  the  development  and  review  of  the  Department’s 
rules,  policies,  and  programs.  The  NMFS  program  has  been 
more  fully  explained  in  the  Final  Program  to  clarify  this.  In 
addition,  the  Consumer  Affairs  Branch  of  NMFS  is  actively 
engaged  in  an  outreach  effort  to  increase  consumer  input 
into  fisheries  programs  at  both  the  National  and  local  levels. 
Regulations  have  been  published  to  provide  funding  for 


Federal  Register  /  Vol.  45,  No.  112  /  Monday,  June  9,  1980  /  Notices 


39057 


public  participation  in  NMFS’  rulemaking  proceedings  as 
discussed  in  the  Consumer  Program. 

National  Telecommunications  and  Information 
A  dministration 

This  portion  of  the  Program  has  been  updated  to  show  the 
status,  as  of  this  writing,  of  NTIA’s  proposed  public 
participation  funding  program  and  advisory  committee 
associated  with  the  Public  Telecommunications  Facilities 
Program. 

One  comment  recommended  that  the  “NTIA  intervenor 
funding  program  be  broadened  to  include  consumers  in 
policymaking  as  well  as  in  the  grant  making  process.”  The 
plan  is  question  presently  provides  for  funding  of  public 
participation  in  policy  development. 

Guidelines  for  Consumer  Participation 

It  was  recommended  in  one  comment  that  the  guidelines 
for  consumer  participation,  to  be  developed  jointly  by  the 
Office  of  Consumer  Affairs  and  the  Office  of  Regulatory 
Policy,  be  published  in  conjunction  with  the  Final  Program  to 
assure  that  all  operating  units  are  in  compliance  with  the 
Executive  Order.  While  this  would  have  been  useful,  it  was 
physically  impossible  to  accomplish  at  the  same  time;  we 
will  retain  our  goal  of  issuing  them  within  90  days  of  the 
effective  date  of  the  Program. 

One  comment  felt  this  section  needed  clarification  to  show 
that  the  proposed  guidelines  will  apply  to  all  DOC  agencies, 
including  those  which  have  separate  consumer  staffs.  This 
clarification  has  been  made  in  the  Final  Program. 

Special  Efforts  To  Notify  Consumers 

One  of  DOC’s  field  staff  recommended  that  this  section  be 
amended  to  include  regular  notices  to  the  Federal  Regional 
Councils  and  Federal  Executive  Boards  of  opportunities  for 
consumer  participation  in  DOC’s  activities,  due  to  the 
multiplier  effect  of  these  groups.  This  has  been  added  to  the 
Final  Program.  As  suggested,  the  Office  of  Consumer  Affairs 
will  also  update  and  reissue  its  list  of  Consumer  contacts  in 
each  region  to  the  DOC  field  offices  for  their  use. 

Another  comment  suggested  a  variety  of  techniques  for 
improving  methods  of  receiving  consumers’  views,  including 
a  booklet,  in  plain  English,  on  how  to  participate  in  Federal 
proceedings;  use  of  trade  journals  and  wire  services,  radio 
and  television  notices;  and  steps  to  simplify  the  process  of 
participation.  We  feel  that  most  of  these  recommendations 
are  covered  in  the  methods  proposed  in  the  Final  Program, 
however,  we  will  review  the  comments  as  the  plan  is 
implemented  to  see  if  other  specific  changes  can  be  made. 

Funding  of  Public  Participation 

Several  comments  recommended  that  an  agency-wide 
reimbursement  program  is  needed  to  cover  expenses  such  as 
attorneys’  and  expert  witnesses’  fees,  travel  expenses,  and 
lost  wages  associated  with  public  participation  in  agency 
proceedings.  While  we  agree  that  this  may  be  desirable,  the 
Department’s  organization  and  management  systems 
currently  provide  for  such  funding  programs  only  within  the 
operating  units  rather  than  at  the  DOC  level. 

One  comment  requested  that  other  operating  units  which 
intend  to  establish  funding  procedures  be  listed  in  the  Final 
Program;  this  has  been  included. 

III.  INFORMATIONAL  MATERIALS 

The  majority  of  comments  received  on  this  portion  of  the 
Draft  Program,  as  recorded  on  the  consumer  response  forms 
which  were  submitted  to  the  Office  of  Consumer  Affairs, 
showed  the  informational  materials  plan  to  be  “adequate.” 


Other  specific  comments  and  suggestions  received  are 
discussed  below. 

One  comment  questioned  DOC’s  providing  teacher  kits 
and  free  film  loan  services  as  well  as  the  future  production 
of  bilingual  materials,  in  the  belief  that  this  was  in  conflict 
with  existing  Federal  directives.  Cited  were  two  0MB 
Circulars  concerning  Federal  reliance  on  the  private  sector 
for  goods  and  services,  and,  policies  and  procedures  for 
Federal  audiovisual  activities,  both  intended  to  prevent 
Federal  duplication  of  private  sector  initiatives.  The 
materials  cited  in  the  Draft  Program  are  produced  primarily 
by  the  National  Marine  Fisheries  Service  and  the  National 
Bureau  of  Standards.  NMFS  is  required  by  the  Agricultural 
Marketing  Act  of  1946,  the  Saltonstall-Kennedy  Act  of  1954, 
and  the  Fish  and  Wildlife  Act  of  1956  to  provide  consumer 
information  and  education  on  fish  and  fishery  products.  All 
educational  materials  produced  by  the  Department  are  done 
in  compliance  with  the  directives  cited.  For  example,  the 
development  of  teacher  kits  was  a  cooperative  effort 
between  NMFS  and  the  private  sector,  and  the  audiovisual 
aids  were  developed  and  produced  by  private  sources. 
However,  we  will  take  into  account  existing  private  sector 
materials  and  reliance  upon  private  sector  expertise  in  our 
planned  assessment  of  the  adequacy  of  current  informational 
materials  as  well  as  in  determining  materials  needed. 

Regarding  this  assessment,  one  comment  suggested  that  a 
deadline  for  the  Department-wide  assessment  should  be 
determined,  as  well  as  a  clarification  of  the  role  the  Office  of 
Consumer  Affairs  will  play  in  this  activity.  The  Final 
Program  has  been  amended  to  state  that  the  Office  of 
Consumer  Affairs  will  work  with  operating  units  to  evaluate 
the  adequacy  of  their  current  information  materials  and  any 
new  materials  which  are  needed,  within  ninety  days  of  the 
effective  date  of  the  Program.  We  will  coordinate  this  effort 
through  the  consumer  staffs  and  consumer  contacts  of  the 
operating  units. 

One  comment  suggested  that  the  Office  of  Consumer 
Affairs’  top  priority  should  be  the  development  of  a  brochure 
in  “clear,  interesting  English,”  describing  the  functions  of  the 
Department.  We  have  stated  in  the  Draft  Program  that  a 
brochure  depicting  the  consumer  services  of  the  Department 
is  planned  for  development  during  1981.  (Due  to  resource 
limitations,  we  may  not  be  able  to  develop  the  conference 
exhibit  in  FY  1981  which  was  also  mentioned  in  the  Draft 
Program.)  The  Draft  Program  also  stated  that  the  Office  of 
Consumer  Affairs  and/or  the  Commerce  Consumer 
Connection  will  review  future  publications  for  content  and 
clarity. 

One  comment  found  this  section  inadequate  because  the 
Office  of  Consumer  Affairs  does  not  issue  any  “regular 
mailing  or  newsletter  to  fully  cover  Departmental  activities.” 
The  Office  of  Consumer  Affairs  does  not  presently  have  the 
staff  or  resources  to  issue  a  regular  newsletter;  however, 
other  operating  units  issue  regular  notices  and  publications 
on  their  activities;  the  Office  issues  the  quarterly  mailings  on 
regulatory  activities,  and  other  issues;  and  information  on 
Departmental  programs  is  distributed  to  the  media  on  a 
regular  basis. 

Another  comment  suggested  that  all  informational 
materials  should  include  an  explanation  about  how  and 
where  consumers  can  contact  the  agency  with  questions  and 
inquiries.  The  brochure  which  the  Office  of  Consumer 
Affairs  plans  to  develop  to  describe  DOC’s  consumer 
services  will  include  this  information,  as  stated  in  the  Draft 
and  Final  Programs. 

Two  comments  requested  the  department  to  reassess  its 
distribution  of  consumer  publications  through  the  Consumer 
Information  Center  (CIC)  at  Pueblo,  Colorado,  since  some  of 
the  Commerce  materials  are  no  longer  free  to  the  public.  At 
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the  present  time,  this  concerns  primarily  the  informational 
materials  produced  by  the  National  Bureau  of  Standards. 

NBS  agrees  that  the  Consumer  Information  Center  is  an 
effective  way  to  reach  a  large  consumer  audience,  but  due  to 
a  recent  OMB  decision  to  shift  the  CIC’s  inventory  costs 
from  GSA  to  the  agencies.  NBS  has  decided  to  provide  only 
its  publications  for  which  a  price  is  charged  through  CIC.  It 
will  continue  to  distribute  its  “free”  pamphlets  through  its 
own  distribution  channels  and  to  the  media.  The  Office  of 
Consumer  Affairs  will  monitor  this  situation  throughout  the 
Department  to  see  if  consumer  informational  materials  are 
being  made  as  accessible  as  possible  to  the  public. 

One  comment  urged  the  continued  development  and 
distribution  of  metric  informational  materials.  The 
Department  has  issued  a  Departmental  Administrative  Order 
and  guidelines  on  its  planned  conversion  to  the  metric 
system,  which  state  that  metric  units  should  be  used  as  the 
primary  measurement  units  in  all  publications  and  reports  no 
later  than  October  1, 1982.  The  Office  of  Consumer  Affairs 
has  also  reported  in  the  Department’s  Metric  Report  for  1979 
that  we  will  assist  operating  units  in  the  development  of 
consumer-oriented  informational  materials  to  assure  correct 
metric  practice.  However,  it  is  expected  that  the  primary 
source  of  metric  informational  materials  will  be  the  recently 
established  U.S.  Metric  Board  which  includes  public 
information  programs  in  its  mandate,  and  private  sector 
organizations  such  as  the  American  National  Metric  Council. 

One  comment  requested  that  the  consumer  participation 
information  include  speciHc  guidelines,  in  plain  English 
showing:  how  to  petition  for  rulemaking:  how  to  participate 
in  rulemaking;  how  to  make  a  Freedom  of  Information  (FOI) 
request:  how  to  appeal  denial  of  a  FOI  request:  and,  how  to 
intervene  in  agency  proceedings.  The  Office  of  Consumer 
Affairs  has  forwarded  these  recommendations  to  the 
Commerce  offices  that  are  responsible  for  administering  the 
Department’s  rulemaking  policies  and  FOI  requests.  The 
Final  Program  has  been  amended  to  state,  “consumer  staffs 
will  assist  in  reviewing  their  agency’s  proposed  rules, 
policies,  procedures  for  consumer  participation  and  notices 
of  such  actions,  to  assure  the  use  of  plain  English."  In 
addition,  explanatory  materials  concerning  meetings  open  to 
the  public  will  include  procedures  for  consumer 
participation. 

Several  comments  suggested  that  the  manner  of 
distribution  of  the  Department’s  informational  materials  is 
inadequate.  Specifically  cited  were:  the  need  to  “target 
consumer  audiences  for  various  information  areas  to  reach 
consumers  with  a  special  use  for  or  expertise  in  such  subject 
areas:’’  “the  need  for  advertising/electronic  messages  in 
print  media;’’  “a  media  blitz,”  public  notices  in  newspapers; 
and,  better  articulation  of  specific  vehicles  and  channels  for 
distribution,  including  Department  officials  responsible  for 
the  Program.  In  response  to  these  comments,  the  Final 
Program  has  been  amended  so  that  the  Office  of  Consumer 
Affairs  will  assist  consumer  staffs  and  consumer  contacts  in 
the  operating  units  to  review  their  channels  of  information 
distribution  at  the  time  the  informational  materials  are 
evaluated.  Specific  emphasis  will  be  placed  upon  the 
identification  of  target  constituencies  with  expertise  in  the 
subject  matter  of  the  materials.  The  Final  Program  has  been 
amended  to  include  the  media  discussion  stating,  “the  Office 
of  Consumer  Affairs  will  consult  with  the  Office  of  Public 
Affairs  to  develop  Departmental  consumer  information 
activities,  including  expanded  use  of  the  media.”  Regarding 
public  notices,  the  District  Offices  of  the  U.S.  Commercial 
Service  presently  use  the  notices  section  of  small  and  daily 
papers  to  announce  conferences  and  seminars  scheduled  for 
that  area. 


Numerous  comments  endorsed  the  Office  of  Consumer 
Affairs  plans  to  update  and  reissue  the  consumer  affairs 
guidelines  for  business  which  were  originally  developed 
under  the  auspices  of  the  Department.  One  comment 
requested  more  specific  information  on  the  timetable  of  this 
project.  We  have  received  funding  and  have  begun 
implementing  this  project  in  cooperation  with  two  national 
business  and  consumer  organizations.  The  Final  Program  has 
been  revised  to  document  this  implementation.  Two  other 
comments  suggested  that  the  Department  should  do  more  to 
assist  business  leaders  on  the  development  of  corporate 
consumer  affairs  programs  that  would  assist  consumers  in 
the  marketplace.  The  Office  of  Consiuner  Affairs  feels  that 
the  reissuance  of  the  consumer  affairs  guidelines  for 
business  represents  a  significant  program  in  this  regard. 

Other  efforts  to  work  with  the  business  community  on 
consumer  issues  will  be  pursued  as  the  Program  develops, 
and  recommendations  along  this  line  are  welcomed. 

The  Office  of  Consumer  Affairs  also  recognizes  the  need 
for  specific  directives  for  the  Regional  Representalives  of  the 
Secretary  and  the  District  offices  in  helping  to  disseminate 
materials.  In  this  regard,  these  offices  have  recently  assisted 
the  Office  of  Consumer  Affairs  in  distributing  several 
thousand  copies  of  the  Consumer’s  Resource  Hondbook, 
developed  by  the  White  House  Office  of  Consumer  Affairs. 

One  final  comment  questioned  whether  the  materials 
publicized  and  distributed  in  the  Information  on  Public 
Meetings  section  referred  to  explanatory  materials  for  the 
meetings  or  technical  assistance.  The  Final  Program  has 
been  corrected  to  show  that  the  reference  was  to 
explanatory  materials. 

IV.  EDUCATION  AND  TRAINING 

The  Office  of  Consumer  Affairs  received  relatively  few 
comments  on  its  plan  for  education  and  training,  since  this 
section  was  not  addressed  on  the  consumer  response  form; 
however,  several  specific  comments  were  submitted. 

The  Office  of  Consumer  Affairs  agrees  with  the 
recommendation  that  Regional  Commerce  Councils 
consisting  of  the  heads  of  principal  DOC  regional  agencies 
should  receive  special  briefings  on  the  Consumer  Program,  in 
addition  to  those  for  top  management  at  the  DOC 
headquarters.  The  Final  Program  includes  the  Regional 
Commerce  Councils  in  its  plans  for  management  briefings. 

One  comment  found  the  section  on  Commerce  staff 
education  and  training  insufficient,  feeling  it  suggested  that 
the  Office  of  Consumer  Affairs  and  consumer  staffs  of 
operating  units  would  obtain  specialized  training  only  by 
attending  consumer-related  conferences  and  seminars.  Since 
the  Office  of  Consumer  Affairs’  staff  as  well  as  consumer 
staff  members  in  other  operating  units  already  attend  these 
programs  regularly,  and  will  continue  to  do  so,  the  wording 
of  that  section  has  been  revised  to  more  accurately  reflect 
that  fact.  Further,  the  background  and  experience  of 
consumer  staffs  will  remain  a  factor  in  determining  the 
additional  specialized  training  needed  in  the  areas  of 
complaint  handling,  consumer  participation  procedures, 
consumer  education  techniques,  preparation  of  print  and 
audio-visual  materials,  and  mediation  skills.  As  documented 
in  the  following  section  on  complaint  handling,  specific 
training  for  arbitration  skills  has  been  deleted  from  the 
program  due  to  the  nature  of  DOC’s  authority  in  resolving 
consumer  complaints. 

One  comment  stated  that  the  Program  did  not  give  a  strong 
commitment  to  providing  technical  assistance  to  consumers 
because  we  did  not  specify  dates  on  which  it  would  be 
offered.  The  Office  of  Consumer  Affairs  believes  that 
because  of  its  authority  to  participate  in  rule,  program, 
policy,  and  legislative  development  and  review,  the 
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procedures  and  types  of  technical  assistance  appropriate  to 
current  issues  will  be  ensured.  Since  this  will  be  done  on  a 
case  by  case  basis,  it  is  not  possible  to  present  a  schedule 
for  such  technical  assistance.  We  have  included  another 
example  of  proposed  technical  assistance  from  NMFS,  in 
addition  to  that  of  NTIA  which  was  cited  in  the  Draft 
Program. 

V.  COMPLAINT  HANDLING 

The  majority  of  comments  received  on  the  Department’s 
complaint  handling  procedures  found  them  to  be  “adequate” 
as  reported  on  the  consumer  response  forms.  Two  comments 
were  “impressed”  with  the  program,  while  one  comment  felt 
the  staff  is  too  small  to  handle  the  complaints  within  the 
time  frames  specified.  The  Office  of  Consumer  Affairs  has 
found  the  time  schedules  to  be  workable  for  several  reasons. 
The  Office  generally  does  not  receive  a  large  volume  of 
complaints,  since  the  Department’s  authority  is  limited  to  the 
few  specific  responsibilities  listed  in  the  program.  As 
reported  in  the  Draft  Program,  the  Office  attempts  resolution 
in  the  majority  of  cases,  but  also  refers  complaints  to  the 
proper  government  authority  or  to  the  business  in  question. 

In  addition,  if  a  complaint  cannot  be  addressed  within  the 
stated  time  frame,  the  consumer  is  notified  of  that  fact. 

One  comment  suggested  that  the  Department  should  not 
necessarily  be  involved  in  the  mediation  of  disputes,  while 
another  questioned  the  Department’s  Program  relative  to  the 
third-party  arbitration  provisions  of  the  Magnuson-Moss 
Warranty — Federal  Trade  Commission  Improvement  Act.  A 
typical  complaint  received  at  the  Department  of  Commerce 
relates  a  problem  which  the  consumer  is  having  and  requests 
assistance  in  resolving  it.  In  many  cases,  the  consumer  has 
not  received  a  satisfactory  response  from  the  business  in 
question.  The  Office  of  Consumer  Affairs  will  then  contact 
the  business  to  encourage  attention  to  the  complaint  or  to 
determine  the  status  of  the  company’s  investigation.  The 
Office  feels  that  such  “mediation”  is  an  appropriate  function 
of  the  Department,  as  is  the  referral  of  complaints  to  the 
proper  source  for  resolution.  The  Office  intercedes 
informally  on  behalf  of  the  consumer  but  does  not  formally 
arbitrate  disputes  as  specified  in  the  Warranty  Act.  Since  the 
words  “agreeable  to  both  parties”  may  be  misconstrued  to 
be  arbitration,  these  words  have  been  removed  from  the 
Final  Program. 

One  comment  suggested  that  a  “Central  Processing 
Program”  for  all  complaints  should  be  established.  The 
Office  of  Consumer  Affairs  believes  that  due  to  the  broad 
spectrum  of  programs  and  responsibilities  which  encompass 
the  Department,  specific  complaints  must  be  directed  to  the 
relevant  operating  unit  which  has  authority  to  resolve  them, 
while  complaints  of  a  general  nature  are  handled  by  the 
Office.  In  addition,  a  comment  received  from  the 
Department’s  Inspector  General  requested  that  the 
Consumer  Program  be  corrected  to  reflect  that  complaints 
regarding  the  “programs,  operations,  or  employees”  of  the 
Department  are  within  the  jurisdiction  of  and  should  be 
directed  to  the  Commerce  Office  of  Inspector  General.  The 
Final  Program  has  been  amended  to  state  this  fact.  Further, 
the  Program  states  that  the  Office  of  Consumer  Affairs  will 
develop  a  centralized  reporting  system  to  assure  the 
consistent  and  effective  resolution  of  consumer  complaints. 
Effort  on  this  has  been  initiated  through  the  Commerce 
Consumer  Connection. 

One  respondent  representing  business  was  uncertain  how 
to  coordinate  his  corporate  consumer  program  with  the 
Department’s.  The  same  comment  pointed  out  that  corporate 
and  government  complaint  handling  programs  are  currently 
in  place,  in  the  hope  that  the  Department  is  not  duplicating 
existing  mechanisms  or  causing  confusion  for  the  consumer. 


In  handling  complaints  and  in  other  programs,  such  as  the 
consumer  dispute  resolution  conferences,  the  Office  of 
Consumer  Affairs  encourages  greater  responsiveness  to 
consumer  concerns  from  the  business  community,  and 
highlights  successful  business  or  government  programs.  The 
Office  believes  these  activities  complement  existing 
programs  rather  than  duplicate  them.  (The  Office  of 
Consumer  Affairs  has  also  apprised  this  respondent  of  its 
desire  to  work  more  closely  with  his  company  on  consumer 
problems.) 

Another  comment  requested  more  specific  information  on 
the  Department’s  plans  for  heightening  public  awareness  of 
its  complaint  handling  programs.  The  Draft  Program  stated 
that  future  consumer  information  materials  would  address 
this  question;  however,  the  Final  Program  has  been  amended 
and  clarified  to  state  that  “future  consumer  information 
materials,  including  the  Departmental  brochure  which  will 
outline  Commerce  services  and  responsibilities,  developed 
by  the  Office  of  Consumer  Affairs  and  the  operating  units, 
will  include  statements  explaining  the  Department’s 
procedures  and  authority  in  complaint  handling  and 
instructions  for  consumers’  use  in  submitting  complaints.” 

One  comment  requested  a  “more  specific  commitment”  on 
the  establishment  of  Department-wide  standards  and 
procedures  for  complaint  handling.  Since  the  Draft  Program 
was  issued,  the  Office  of  Consumer  Affairs  has  requested 
quarterly  reports  on  consumer  correspondence  from  NBS, 
NMFS  and  NTIA.  The  Final  Program  has  been  amended  to 
reflect  this  request  and  also  states  that  “within  ninety  days 
of  the  effective  date  of  the  Program,  the  Office  of  Consumer 
Affairs  will  consider  plans  to  establish  a  centralized 
reporting  system”  with  other  operating  units.  Another 
comment  suggested  that  quarterly  reports  from  the  operatingi 
units  may  not  be  frequent  enough.  Our  experience  to  date 
has  shown  that  the  relatively  low  volume  of  complaints 
received  within  the  operating  units  does  not  warrant  more 
frequent  reports.  However,  this  will  be  evaluated  on  a 
continuing  basis. 

One  comment  requested  a  “more  definite  commitment”  to 
an  evaluation  of  the  complaint  handling  system-,  as  the  Draft 
Program  had  indicated  that  an  evaluation  would  be  made  in 
the  future,  resources  permitting.  An  evaluation  of  the  system 
was  recently  initiated  by  student  interns  currently  available 
to  the  Office  of  Consumer  Affairs,  however,  the  ability  to 
make  regular  follow-up  telephone  calls  will  be  dependent 
upon  the  presence  of  studeht  interns  until  the  proposed 
staffing  expansion  has  been  completed. 

One  comment  suggested  that  copies  of  complaint  reports 
and  other  proposals  generated  from  the  Office  of  Consumer 
Affairs  should  be  sent  to  trade  associations  or  corporate 
representatives  of  the  affected  industries.  The  Office  does 
not  send  copies  of  complaint  statistics  to  its  consumer 
mailing  list  or  other  organizations.  Since  the  volume  of 
complaints  is  fairly  low,  extremely  varied,  and  historically 
parallels  the  nationwide  statistics  compiled  by  the  Council 
of  Better  Business  Bureaus  and  state  or  local  government 
consumer  offices,  the  Office  has  not  felt  it  necessary  to 
circulate  the  reports.  As  mentioned  earlier  in  this  preamble, 
any  interested  person  or  organization  which  would  like  to  be 
added  to  the  mailing  list  to  receive  other  notices,  should 
write  to  the  Office  of  Consumer  Affairs.  All  persons  who 
requested  copies  of  the  Draft  Program  and  all  persons  who 
commented  on  the  Draft  have  automatically  been  added  to 
the  mailing  list. 

Again,  we  thank  you  for  your  comments  and  suggestions 
which  have  helped  us  to  prepare  a  stronger  and  more 
responsive  Commerce  Consumer  Program,  Our  revised 
FINAL  PROGRAM  follows: 
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FINAL  PROGRAM 
Background 

The  major  goal  of  the  Department  of  Commerce  is  to 
encourage  the  economic  progress  of  the  United  States  and  its 
citizens.  Its  mission  encompasses  a  broad  spectrum  of 
programs  designed  to  promote  technological  advancement, 
improve  research  and  scientific  development,  manage  and 
conserve  the  Nation's  natural  resources,  provide  the  basis 
for  the  Nation’s  measurement  standards,  provide  social  and 
economic  statistics  and  analyses,  promote  business  and 
economic  development,  and  strengthen  the  international  and 
domestic  trade  position  of  the  Nation. 

Some  programs  and  policies  of  the  Department  of 
Commerce  have  a  direct  impact  on  consumers:  for  example, 
the  product  standards  work  of  the  National  Bureau  of 
Standards,  the  seafood  inspection  program  of  the  National 
Marine  Fisheries  Service,  and  the  telecommunications 
activities  of  the  National  Teleconununications  and 
Information  Administration.  Other  actions  have  a  more 
indirect,  although  no  less  significant,  effect  on  consumers; 
these  include  activities  of  units  such  as  the  Census  Bureau, 
the  Patent  and  Trademark  Office,  the  National  Weather 
Service,  and  the  Bureau  of  Economic  Analysis,  as  well  as  the 
broad  area  of  trade  policy  analysis  of  the  International 
Trade  Administration. 

In  carrying  out  its  mission  of  promoting  economic  growth, 
the  Department  must  be  as  responsible  and  accountable  to 
the  consumer  as  it  is  to  business.  This  Final  consumer 
Program  describes  a  plan  for  assuring  that  consumer  needs 
and  interests  are  solicited  and  adequately  considered  in 
decisionmaking  processes  of  the  Department.  The  final 
Consumer  Program  will  be  implemented  in  the  form  of  a 
Department  Administrative  Order.  , 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 
Office  of  Consumer  Affairs 

The  Office  of  Consumer  Affairs,  as  coordinator  of  the 
Consumer  Program,  is  authorized  to  participate,  in  a  manner 
not  inconsistent  with  applicable  statutes,  in  the  development 
and  review  of  all  agency  rules,  policies,  programs  and 
legislation. 

Staff  Location 

The  Office  of  Consumer  Affairs  is  located  in  the  Office  of 
the  Secretary  (see  Appendix  C,  Organizational  chart).  The 
Director  of  Consumer  Affairs  reports  directly  to  the 
Secretary,  with  administrative  arrangements  for  the  Office 
provided  by  the  Associate  Deputy  Secretary.  The  Director  is 
also  a  member  of  the  Commerce  Council,  a  top  management 
committee  which  meets  weekly  with  the  Secretary. 

Size  and  Resources 

At  present,  there  are  three  positions  in  the  Office  of 
Consumer  Affairs:  two  professional  and  one  secretarial.  One 
professional  position  will  be  added  to  the  staff  in  FY  '81,  and 
preliminary  plans  call  for  adding  another  professional  and  a 
clerical  position  in  FY  '82. 

The  Office’s  program  budget  will  also  be  increased  in  FY 
’81  to  develop  an  informational  brochure  on  Commerce’s 
consumer  services  and  to  conduct  business-consumer 
forums.  Further,  use  of  the  Secretary’s  Special  Initiatives 
fund  was  approved  for  the  Office  to  review  and  revise  a 
series  of  consumer  affairs  guidelines  for  business  in  1980. 

The  Office  of  Consumer  Affairs  staff  is  supplemented  with 
college  interns  through  semester-long  work/study  programs. 
A  Commerce  Management  Information  system  is  now  under 
development,  to  be  administered  by  the  Associate  Deputy 


Secretary’s  Office,  which  the  Office  can  use  to  monitor 
consumer  activities  throughout  the  Department. 

Responsibilities 

The  Director  of  Consumer  Affairs  presents  consumer 
views  to  policy  makers,  facilitates  consumer  involvement  in 
Department  activities,  and  maintains  contact  with  consumer- 
related  organizations  in  the  public  and  private  sectors.  The 
director  serves  as  the  Department’s  consumer  advocate  in 
reviewing  rules,  policies,  programs  and  legislation  which 
impact  the  consumer,  and  recommends  actions  that  are 
responsive  to  consumer’s  needs. 

The  other  major  responsibility  of  the  Office  of  Consumer 
Affairs  is  to  encourage  greater  responsiveness  to  consumer 
concerns  from  the  business  community.  In  this  regard,  the 
Office  works  closely  with  corporate  consumer  affairs 
directors,  other  corporate  executives,  and  trade  associations 
to  develop  policies  and  programs  which  address  consumer 
issues.  The  Office  of  Consumer  Affairs’  efforts  currently 
include  seminars  for  business,  individual  consultations  and 
advice  to  corporate  leaders,  and  the  establishment  of 
business-consumer  “round-tables”  on  specific  problem 
areas.  In  fiscal  year  1980,  a  major  new  project  is  being 
initiated  to  reissue  a  series  of  consumer  affairs  guidelines  for 
business  which  were  previously  developed  under  the 
auspices  of  the  Department  of  Commerce.  All  of  these 
responsibilities  will  be  carried  out  under  the  direction  of  the 
Secretary  of  Commerce. 

Relationship  With  Other  Consumer  Personnel  and  Agency 
Operating  Units 

The  following  operating  units  are  regularly  involved  in 
major  policies  and  programs  that  have  direct  or  significant 
consumer  impact:  National  Bureau  of  Standards  (NBS), 
National  Marine  Fisheries  Service  (NMFS),  National  Oceanic 
and  Atmospheric  Administration  (NOAA),  National 
Telecommunications  and  Information  Administration 
(NTIA). 

These  operating  units  have  developed  plans  for 
implementing  the  Executive  Order  within  their  agencies,  as 
follows: 

National  Bureau  of  Standards 

NBS  has  designated  the  Director  of  the  Center  for 
Consumer  Product  Technology  (CCPT)  as  the  Bureau’s 
representative  for  consumer  matters.  'The  Director  will 
oversee  implementation  of  the  Consumer  Program  within  the 
CCPT,  and  will  act  on  behalf  of  the  Director  of  the  National 
Bureau  of  Standards  on  all  consumer  issues  within  the 
Bureau  and  in  conjunction  with  the  Commerce  Consumer 
Connection  (described  below)  and  the  Office  of  Consumer 
Affairs. 

National  Marine  Fisheries  Service  (NMFS) 

The  National  Marine  Fisheries  Service  has  a  Consumer 
Affairs  Branch  located  in  the  Seafood  Research,  Inspection 
and  Consumer  Services  Division,  Office  of  Utilization  and 
Development.  The  Consumer  Affairs  Branch  includes 
positions  for  3  consumer  affairs  professionals,  1  economist.  1 
home  economist  and  1  clerk  typist 

The  National  Marine  Fisheries  Service  also  has  eleven 
home  economists  and  marketing  specialists  who  are  engaged 
in  consumer  activities  in  the  NMFS  field  offices.  While  these 
regional  specialists  do  not  report  to  the  Consumer  Affairs 
Branch  at  NMFS  headquarters,  there  is  continuing 
coordination  and  exchange  of  information  between  the  field 
and  the  Branch  staff. 

The  NMFS  Consumer  Affairs  Branch  provides  the 
Assistant  Administrator  of  Fisheries  with  current  consumer 
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views  relative  to  fishery  policies  and  programs,  coordLoates 
the  activities  of  the  Marine  Fisheries  Advisory  Committee’s 
(MAFAC)  Consumer  Affairs  Subcommittee;  facilitates 
consumer  involvement  in  fisheries  activities;  functions  as  the 
point  of  contact  for  consumer  inquiries  and  complaints;  and 
acts  as  the  NMFS  representative  in  consumer  related 
councils  6Lnd  committees  at  the  Departmental  and 
interagency  levels.  The  head  of  this  Branch  serves  as  the 
consumer  advocate  within  NMFS  in  reviewing  all  proposed 
policies,  regulations,  programs  and  legislation  which  will 
impact  on  the  consumer  and  recommends  actions  that  are 
responsive  to  consumer  needs.  The  head  of  the  Branch  is  the 
NMFS  member  of  the  Commerce  Consumer  Connection.  The 
Branch  actively  interacts  with  consumer  and  other  public 
interest  groups  and  solicits  their  input  to  all  fisheries 
activities.  The  Consumer  Affairs  Branch  is  responsible  for 
consumer  education  and  information  activities  for 
consumers  and  will  provide  technical  assistance  to 
consumer  groups  where  needed  and  appropriate. 

National  Telecommanications  and  Information 
Administration  (NTIA) 

The  National  Telecommunications  and  Information 
Administration  (NTIA)  was  established  on  March  26, 1978, 
and  does  not  have  a  consumer  affairs  staff  at  present.  The 
Planning  and  Policy  Coordination  Staff  (PPCS)  has  been 
designated  as  NTlA’s  consumer  representative  for  purposes 
of  compliance  with  the  Executive  Order.  NTIA,  however, 
will  continue  to  eTqjltH-e  the  possibility  of  establishing  a 
consumer  office  in  fiscal  year  1982,  and  of  receiving 
budgetary  approval  to  do  so. 

Other  Operating  Units 

Other  operating  units  of  the  Department  which  do  not 
have  consumer  staffs  will  be  directed  to  designate  a 
‘‘Consumer  Contact  Person”  within  their  agency  as  liaison  to 
the  Office  of  Consumer  Affairs  (See  Aprpendix  B,  Department 
of  Commerce  Offices  and  Operating  Units).  This  “Consumer 
Contact”  will  be  at  the  highest  level  possible  to  be  aware  of 
the  unit’s  activities  which  impact  consumers  and  to  have 
access  to  the  agency  head.  Contact  Persons  must  be 
designated  within  30  days  of  the  effective  date  of  the 
Program.  These  individuals  will  be  kept  apprised  of  the 
Department’s  Consumer  Program  through  membership  on  the 
Commerce  Consumer  Coimection  as  well  as  through 
informal  communication  with  the  Office  of  Consumer 
Affairs,  and  will  regularly  inform  the  Director  about  their 
units’  policies  and  programs.  They  will  be  responsible  for 
coordinating  implementation  of  the  Consumer  Program 
within  their  agency. 

Office  of  Product  Standards  (OPS) 

The  Office  of  Product  Standards  (OPS)  reports  to  the 
Assistant  Secr2;tary  for  Productivity,  Technology  and 
Innovation,  and  is  responsible  for  promoting  and  protecting 
the  public  interest  in  domestic  and  international  product 
standardization  activities,  whether  private  or  governmental. 
The  major  OPS  activity  relative  to  the  Consumer  Program  is 
its  authority  for  implementation  of  0MB  Circular  A-119, 
“Federal  Participation  in  the  Development  and  Use  of 
Voluntary  Standards.”  The  Circular  contains  provisions 
which  will  increase  the  opportunities  for  recognized 
consumer  interests  to  participate  in  and  be  represented  on 
committees,  boards,  etc.,  of  voluntary  standards-developing 
organizations.  OPS  is  currently  drafting  procedures  for 
implementation  of  the  Circular,  and  is  seeking  broad-based 
review  of  these  procedures  from  representatives  of  voluntary 
standards  organizations  and  consumer  groups.  The  proposed 
procedures  will  also  be  published  in  the  Federal  Register  for 


public  comment.  The  Office  of  Consumer  Affairs  will  advise 
and  assist  OPS  in  assuring  consumer  input  to  this  activity. 

International  Trade  Administration  (ITA) 

The  International  Trade  Administration  (previously  called 
the  Industry  and  Trade  Administration)  was  formed  in 
January,  1980  as  a  result  of  the  President’s  Reorganization 
Plan  Number  3,  of  1979,  which  provided  for  the  development 
and  implementation  of  international  trade  policy.  ITA  will 
designate  a  “Consumer  Contact  Person”  to  work  with  the 
Office  of  Consumer  Affairs  in  implementing  the  Consumer 
Program.  Current  avenues  for  consumer  input  to  trade  policy 
within  ITA  include  a  number  of  advisory  committees,  for 
which  the  Office  of  Consumer  Affairs  helps  to  locate 
consumer  representatives.  The  Office  of  Consumer  Affairs 
will  continue  to  pursue  new  and  expanded  opportunities  for 
consumer  input  to  ITA’s  policies  and  programs,  and  we 
welcome  additional  suggestions  in  this  regard. 

U.S.  Travel  Service 

The  U.S.  Travel  Service  is  currently  restricted  by 
Congressional  mandate  to  programs  which  encourage  foreign 
travel  to  the  U.S.;  it  has  no  funds  for  programs  of  assistance 
to  the  domestic  traveler.  However,  USTS  has  recently  asked 
the  Office  of  Consumer  Affairs  to  advise  and  assist  in  the 
development  of  consumer  redress  mechanisms,  consumer 
information  programs  and  other  activities  to  aid  the  foreign 
traveler  as  a  “consumer.”  Some  of  these  projects  may  be 
recommended  to  the  travel  industry  for  voluntary  action; 
others  may  be  joint  government/industry  efforts.  Such 
programs  will  have  a  “spillover”  effect  in  aiding  the  U.S. 
traveler,  as  well.  A  consumer  representative  serves  on  the 
U.S.  Travel  Advisory  Board,  which  advises  USTS  on  the 
development  of  its  policies  and  programs,  including  these 
new  initiatives. 

DOC  Regional  Office  Network 

The  Office  of  Consumer  Affairs  does  not  have  staff  in  any 
of  DOC’s  field  office  network.  However,  the  ten  regional 
offices  of  the  representatives  of  the  Secretary  will  assist  in 
performing  regional  liaison  functions  to  the  Office  of 
Consumer  Affairs,  using  their  wide  networks  for  outreach 
purposes.  The  Secretarial  Representative  offices  will  be  a 
primary  way  in  which  public  and  private  opinions  on  DOC 
policies,  programs  and  legislation  will  be  conveyed  from  the 
regions  to  the  Office  of  Consumer  Affairs.  A  listing  of  these 
offices  is  included  in  the  Appendix.  The  Office  of  Consumer 
Affairs  will  also  maintain  contact  with  the  47  District  offices 
of  the  U.S.  Commercial  Service,  an  agency  of  ITA,  whose 
purpose  is  to  assist  in  trade  policy  implementation  at  the 
local  level. 

Procedures  for  Consumer  Policy  Coordination 

The  Office  of  Consumer  Affairs  acts  as  the  “umbrella”  to 
coordinate  all  consumer  participation  and  outreach  activities 
in  the  Office  of  the  Secretary,  through  the  field  office 
networks,  and  in  the  operating  units.  The  Office  of  Consumer 
Affairs  will  assist  consumer  staffs  and  Consumer  contacts 
within  the  operating  units  in  the  development  of  their 
policies  and  programs.  All  appropriate  means  of 
participation  in  policy  and  program  development  will  be 
used  by  the  Office,  includiiig  membership  on 
intradepartmental  task  forces;  representation  of  the 
Department  on  interagency  consumer  projects;  consultation 
with  operating  unit  officials  and  staffs;  written  comments  on 
legislative  and  other  proposals;  circulation  of  proposals  to 
consumer  representatives,  the  media,  etc.  consumer  affairs 
staffs  of  operating  units  will  carry  out  similar  policy  review 
functions  within  their  agencies. 
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Specific  procedures  through  which  the  Office  of  Consumer 
Affairs  will  participate  in  policy  development  and  review 
include: 

1.  Commerce  Consumer  Connection.  The  director  of 
Consumer  Affairs  chairs  the  Commerce  Consumer 
Connection,  an  intradepartmental  committee  which  meets  at 
least  monthly  to  review  consumer-related  policies  and 
programs  throughout  the  Department  and  develop 
recommendations  for  the  Secretary  and  other  officials  on 
actions  appropriate  to  consumers’  interests.  Through  this 
mechanism,  the  Office  of  Consumer  Affairs  will  also  be 
made  aware  of  emerging  programs  or  problems  of  consumer 
staffs  within  the  operating  units. 

Membership  of  the  Connection  consists  of  representatives 
of  the  operating  units'  consumer  staffs  and  the  designated 
Consumer  Contact  Persons  from  other  operating  units. 

2.  Policy  and  Legislation  Review.  The  Office  of  Consumer 
Affairs  will  participate  in  the  development  and  clearance  of 
rules,  policies,  programs  and  legislation  which  have 
consumer  implications  through  coordination  with  the 
Assistant  Secretary  for  Policy  and  the  Assistant  General 
Counsel  for  Legislation.  The  Office  of  Consumer  Affairs  will 
review  the  Department’s  semi-annual  regulatory  agendas  for 
consumer  implications  and  disseminate  quarterly  notices  of 
regulatory  activities  to  consumer  organizations  and 
consumer  media.  Consumer  staffs  of  the  operating  units  will 
be  involved  in  all  stages  of  their  agency  review  process.  The 
Office  of  Consumer  Affairs  will  participate  directly  with 
operating  units  and  consumer  staffs  on  the  development  of 
proposed  and  final  rules. 

3.  Advisory  Committees.  The  Secretary  has  directed  that 
one  or  more  qualified  consumer  representatives  be  included 
in  the  membership  of  the  Department’s  public  advisory 
committees,  except  where  there  are  statutory  constraints.  It 
is  also  the  Department’s  policy  to  reimburse,  upon  request, 
advisory  committee  members,  which  includes  consumer 
representatives,  for  travel  and  expenses  associated  with 
membership  on  advisory  committees.  The  Office  of 
Consumer  Affairs  serves  as  a  clearinghouse  for  locating 
consumer  candidates  for  membership,  and  will  be  included 
in  the  clearance  of  proposed  committee  members  to  assure 
that  adequate  consumer  representation  occurs.  The  Office 
will  conduct  a  survey  within  30  days  of  the  effective  date  of 
this  program,  and  at  least  annually  thereafter,  to  determine 
the  status  of  consumer  representation  on  advisory 
committees.  Inquiries  and  nominations  for  membership 
consideration  on  DOC’s  advisory  committees  should  be 
directed  to  the  Office  of  Consumer  Affairs. 

II.  CONSUMER  PARTICIPATION 
Where  Consumer  Participation  Will  Occur 

The  Office  of  Consumer  Affairs  and  consumer  staffs  and 
Contact  Persons  in  the  operating  units  will  be  responsible  for 
assuring  that  timely  and  meaningful  consumer  participation 
occurs  throughout  the  development  and  review  of  the 
Department’s  rules,  policies  and  programs,  including  the 
initial  formative  stages  of  the  process.  To  provide 
participation  at  the  appropriate  stages  of  policy 
development,  the  following  actions,  and  others  as  needed, 
will  be  taken: 

1.  Notices  of  proposed  and  final  rules,  programs,  and 
policies  will  appear  in  the  Federal  Register. 

2.  Quarterly  notices  of  upcoming  rulemaking  activities  will 
be  disseminated  to  consumer  representatives  and  consumer 
media  by  the  Office  of  Consumer  Affairs. 

3.  Funds  will  be  made  available  whenever  possible  to 
enable  consumer  representatives  to  give  in-depth  advice  and 
assistance  on  major  policy  or  program  initiatives.  (Recent 


examples  include  the  Department’s  development  of 
recommendations  on  the  problem  of  product  liability,  where 
a  series  of  Consumer  Forums  was  funded;  and  a  pilot  project 
on  voluntary  consumer  product  information  labeling,  for 
which  a  national  consumer  organization  was  a  consultant  to 
the  Department.) 

4.  Informal  meetings  will  be  arranged  between  Commerce 
officials  and  consumer  leaders  to  discuss  emerging  or  on¬ 
going  problems  and  issues. 

How  Consumer  Participation  Will  Occur 

All  appropriate  avenues  of  participation  in  policy 
development  and  review  will  be  made  available  to 
consumers,  including,  for  example: 

1.  Written  comments  and  oral  testimony  in  rulemaking 
procedures  and  public  hearings  (Washington  and  regional) 

2.  Membership  on  Commerce  Advisory  Committees,  task 
forces  and  similar  working  groups 

3.  Special  briefings  by  Commerce  personnel  for  consumer 
representatives  on  policy  and  program  developments 

4.  Regional  Forums  on  Regulatory  Agenda  (to  be 
coordinated  by  the  Office  of  Regulatory  Policy) 

5.  Commerce  Consumer  Forums  on  major  issues  (A 
proposed  format  has  been  approved  and  utilized  for  recent 
Consumer  Forums  on  product  liability.  Future  locations, 
frequency  and  level  of  participating  Commerce  officials  will 
be  determined  by  the  nature  of  issues  involved  and  the 
availability  of  resources.) 

6.  Mailings  from  the  Office  of  Consumer  Affairs  and/or 
relevant  operating  units  to  consumer  groups  and  media  to 
solicit  specific  feedback 

7.  Meetings  between  consumer  and  Commerce  leaders  to 
discuss  specific  trends  or  programs. 

Specific  consumer  participation  activities  on-going  or 
planned  during  the  coming  year  within  the  operating  units 
include: 

National  Bureau  of  Standards 

The  NBS  Center  for  Consumer  Product  Technology,  in 
conjunction  with  Underwriters  Laboratories,  the  American 
Society  for  Testing  and  Materials,  the  National  Fire 
Protection  Association,  and  the  American  National 
Standards  Institute  sponsors  and  maintains  a  Consumer 
Sounding  Board  network  to  insure  that  consumer  input  on 
program  activity  is  obtained.  The  Consumer  Sounding 
Boards  are  composed  of  a  demographic  cross  section  of 
consumers  convened  for  the  purpose  of  providing  standard¬ 
making  organizations  with  direct  consumer  involvement  in 
their  programs.  The  Center  is  the  focal  point  for  NBS 
activities  with  the  4  Metropolitan  Washington-area  Sounding 
Boards.  In  addition,  the  Center's  programs  are  reviewed 
annually  by  a  panel  appointed  by  the  National  Academy  of 
Sciences,  This  panel  is  composed  of  individuals  from 
industry,  academia,  government,  and  consumer  interest 
groups.  The  Center  has  also  contracted  with  consumer 
interest  groups  to  review  its  program  plans  in  major 
activities  such  as  the  DOE-supported  “Energy  Appliance 
Program”  and  the  DOC  “Consumer  Product  Information 
Labeling  F*rogram.”  The  Center  also  works  with  the  National 
Conference  on  Weights  and  Measures  comprised  of  state 
and  local  government  representatives  who  have 
responsibility  for  consumer  issues  in  their  jurisdictions. 
These  representatives  are  able  to  provide  input  on  consumer 
issues  relevant  to  the  mission  of  NBS  and  the  Center.  The 
Center  will  continue  to  seek  consumer  input  to  its  program 
from  all  these  sources  in  the  future. 
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National  Marine  Fisheries  Service 

In  addition  to  the  seven  steps  outlined  above  (How 
Consumer  Participation  Will  Occur),  the  following  groups 
will  be  used:  ^ 

Marine  Fishery  Advisory  Committee  (MAFAC) — ^This 
committee  of  approximately  25  representatives  from 
industry,  academia,  and  consumer  groups,  advises  NMFS  on 
fishery  activities.  MAFAC  also  includes  a  subcommittee  on 
consumer  affairs  which  is  chaired  by  consumer 
representatives  on  the  Committee.  The  NMFS  Consumer 
Affairs  Branch  functions  as  the  Executive  Secretary  for  the 
subcommittee. 

Fishery  Management  Councils — ^Eight  Fishery 
Management  Councils  were  established  by  the  Fishery 
Management  Conservation  Act  of  1976.  The  membership  of 
the  Council  is  prescribed  by  the  Act,  uicluding  the 
requirement  that  all  members  must  have  fisheries  expertise. 
The  majority  of  the  members  are  appointed  by  the 
Governors  of  the  Coastal  States;  which  includes  coasumer 
members.  NMFS  Consumer  Affairs  personnel  are  actively 
pursuing  consumer  representation  on  these  Councils.  In 
addition,  wodcshops  are  being  planned  on  a  regional  basis  in 
conjunction  with  the  Councils  to  encourage  and  expand 
consumer  participation. 

Funding  for  public  participation  in  rule-making 
proceedings  is  available  through  the  regulations  issued  by 
the  National  Oceanic  and  Atmospheric  Administration,  of 
which  I'JMFS  is  a  part. 

Through  the  availability  of  the  Saltonstall-Kennedy  funds, 
NMFS  conducts  a  grants  program  under  its  Fisheries 
Financial  Assistance  Program  to  further  the  utilization  and 
development  of  the  fisheries  of  the  U.S.  Proposals  are 
encouraged  in  areas  such  as  determining  the  consumer’s 
attitudes  toward  seafood  and  seafood  consumption  patterns, 
studies  to  determine  education  and  mformation  materials 
needed  for  consumers  and  the  best  methods  of  disseminating 
them,  and  activities  to  educate  consumers  on  the  nutritional 
value,  economy,  handling  and  preparation  of  fish  and  fish 
products. 

National  Telecommunications  and  Information 
Administration 

Public  Participation  Funding  Program — ^To  expand  public 
participation  in  its  programs,  NTIA  is  currently  developing  a 
plan  to  reimburse  participants  in  its  rulemaking  proceedings 
and  policy  development  activities,  as  budgetary  constraints 
allow.  The  plan  in  its  final  form  will  appear  in  the  Federal 
Register  in  the  near  future.  This  public  partic4^tion  effort  is 
primarily  related  to  the  rulemaking  proceedings  of  NTIA’s 
Public  Teleconmumications  Facilities  Program  (PTFP).  In  this 
program,  NTIA  distributes  grants — most  of  them  matching 
grants — for  the  planning  and  construction  of  public 
telecommunications  facilities.  In  fiscal  year  1981,  the 
program  will  distribute  $23,705  million  to  diverse 
noncommercial  teleccmununications  entities,  including 
nonbroadcast  entities  as  well  as  public  radio  and  public 
television  stations. 

Public  Telecommunications  Facilities  Advisory 
Committee — The  Public  Tdecommunications  Facilities 
Program  is  in  the  process  of  establishing  an  advisory 
committee  that  will  offer  advice  on  the  Program’s  grant 
applications  and  on  the  developsnent  of  policy  in  pubhc 
t^communicabons.  As  it  is  being  proposed,  the  advisory 
committee  will  have  20  members;  one  seat  will  be  reserved 
for  a  representative  of  a  public  interest  or  consumer 
organization. 


Analysis  of  Consumer  Views 

In  order  to  ensure  that  consmner  views  are  adequately 
analyzed  and  considered  hi  policy  development,  operating 
units  will  be  directed  by  the  Secretary  to  docmnent  to  the 
Office  of  Consumer  Affairs,  or  to  their  consumer  staffs  or 
Contact  Persons,  consumer  comments  received  in  the 
rulemaking  process  or  on  policy  or  program  proposals,  and 
the  response  provided  to  such  comments.  When  substantive 
minority  opunions  exist,  these  should  be  addressed  as 
optional  considerations  in  recommendations  to  policy 
officials.  The  Office  of  Consumer  Affairs  and  consumer 
staffs  of  the  operating  units  will  participate  in  efforts  to 
reconcile  major  disparities  in  policy  recommendations, 
through  the  formal  mechanism  of  the  Commerce  Consumer 
Connection  or  other  informal  channels.  The  Office  of 
Consumer  Affairs  will  participate  in  the  final  clearance  of 
consumer-related  policies,  rules,  programs,  and  legislation. 

Staff  Responsibilities 

The  Office  of  Consumer  Affairs  will  coordinate  consumer 
participation  responsibilities  throughout  the  Department,  in 
conjunction  with  the  Office  of  Regulatory  Policy  (ORP) 
which  oversees  public  participation  activities  under 
Executive  Order  12044.  Within  90  days  of  the  effective  date 
of  the  Program,  these  offices  will  develop  general  guidelines 
for  consumer  participation  for  use  throughout  the 
Department. 

Special  Efforts  to  Notify  Consumers 

The  Office  of  Consumer  Affairs  and  consumer  staffs  in  the 
operating  units,  in  conjunction  with  public  affairs  staffs,  will 
conduct  special  efforts  to  notify  consumers  and  their 
representatives  of  opportunities  to  participate  in  the 
Department’s  policy  ^velopment  process.  Several  current 
efforts  in  this  regard  will  be  continued  and  expanded,  where 
possible,  including: 

1.  Mailings  of  policy  and  program  proposals  to  the  Office 
of  Consumer  Affairs’  list  of  over  1,000  national,  state  and 
local  consumer  organizations,  consumer  media,  and  state 
and  local  government  consumer  agencies,  as  well  as  to  the 
mailing  lists  of  the  operating  units.  Recipients  will  be 
requested  to  conduct  further  outreach  efforts  to  reach  their 
constituent  groups. 

2.  Use  of  electronic  media  (Commerce  radio  tapes, 
appearances  of  consumer  staffs  on  radio  and  TV  programs) 
and  print  media  interviews. 

3.  Public  speaking  appearances  by  consumer  staffs. 

4.  For  the  PTFP  program,  NTIA  prepares  special 
informational  materi^s  concemii^  the  grant  proces.s  by 
which  it  makes  funds  available  for  telecommunications 
facilities.  This  information  is  distributed  to  individuals, 
public  interest  groups,  the  trade  press,  publishers,  journals, 
and  other  media. 

In  addition,  a  major  new  effort  to  notify  the  public  of 
Commerce  regulatory  activities  began  in  November,  1979. 
This  effort  consists  of  monthly  notices  derived  from  the 
Department’s  “Semi-Annual  Agenda  of  Regulations,’’  which 
the  Office  of  Consumer  Affairs  sends  to  consumer 
organizations,  agencies  and  media.  These  notices  will  also 
be  sent  to  DOC’s  Secretarial  representatives,  the  Federal 
Regional  Councils  and  the  Federal  Executive  Boards.  The 
monthly  notices  provide  information  about  upcoming 
activities  from  the  Agenda  of  Regulaticms,  including  the 
agency  contact  person. 

Funding  of  Consumer  Participation 

Special  attention  will  be  given  to  developing  new 
procedures  and  funding  sources  to  finance  consumer 
participation  in  the  Department’s  proceedings,  where 
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appropriate,  in  addition  to  the  funding  programs  of  two 
major  operating  units.  The  National  Oceanic  and 
Atmospheric  Administration,  of  which  NMFS  is  a  part, 
issued  regulations  in  1978  for  funding  public  participation  in 
its  rulemaking  proceedings  (see  43  FR 17806-17812, 
Wednesday,  April  26, 1978).  As  noted  above,  the  National 
Telecommunications  and  Information  Administration  is 
establishing  funding  procedures  for  public  participation 
related  primarily  to  the  Public  Telecommunications  Facilities 
Program  (PTFP),  which  awards  matching  grants  yearly  for 
the  development  and  expansion  of  public 
telecommunications  services.  The  agency's  final  rules  will 
appear  in  the  Federal  Register  in  the  near  future.  Other 
operating  units  such  as  the  International  Trade 
Administration  and  the  Minority  Business  Development 
Administration  are  exploring  similar  funding  procedures. 

III.  INFORMATIONAL  MATERIALS 
Agency  Information  Services 

Operating  units  of  the  Department  of  Commerce  produce  a 
vast  array  of  informational  materials.  According  to  the 
function  of  the  unit,  some  materials  are  oriented  to  the 
general  public  or  consumer  interest,  while  others  serve 
business  or  statistical  purposes.  In  reviewing  the  materials 
presently  available,  the  Office  of  Consumer  Affairs  has 
identified  new  efforts  to  be  developed  which  are  highlighted 
in  each  area  required  by  the  Executive  Order.  Operating 
units  will  be  directed  within  90  days  of  the  effective  date  of 
the  Program  to  evaluate  the  adequacy  of  their  current 
information  materials,  make  a  determination  as  to  new 
materials  which  are  needed  and  review  their  channels  of 
distribution  to  reach  special  target  audiences.  We  will 
continue  to  pay  special  attention  to  materials  currently 
available  from  the  private  sector  to  avoid  duplication. 

1.  Department  of  Commerce  Responsibilities  and  Services 

Informational  materials  concerning  responsibilities  and 
services  of  the  Department  are  produced  by  all  major 
operating  units  in  the  form  of  agency  newsletters,  press 
releases,  and  other  publications  and  are  distributed  on  a 
national  basis  or  to  operating  units’  constituencies.  Some 
units  also  provide  conference  exhibits,  teacher  kits,  posters, 
radio  and  television  spots,  free  film  loans  and  tours  of 
facilities;  including  the  National  Marine  Fisheries  Service 
and  the  weights  and  measures  laboratories.  Center  for 
Consumer  Product  Technology,  Center  for  Fire  Research  and 
other  facilities  and  testing  laboratories  of  the  National 
Bureau  of  Standards.  NBS  snd  NMFS  also  conduct 
community  outreach  programs;  for  example,  NBS  sponsors  * 
career  days  for  secondary  school  students  and  presentations 
to  local  schools  by  scientists  from  the  Science  and 
Technology  Enrichment  Program  (STEP). 

The  Office  of  Consumer  Affairs  maintains  a  current 
Inventory  of  Consumer  Affairs  Activities  which  outlines  the 
consumer-related  functions  of  Commerce  operating  units. 

The  Inventory  will  be  available  upon  request.  During  FY 
1981,  the  Office  also  plans  to  develop  a  Departmental 
brochure  depicting  commerce  consumer  services.  A 
preliminary  assessment  of  the  Department’s  informational 
activities  has  determined  that  this  publication  is  needed  to 
apprise  consumers  of  the  variety  of  Commerce  services 
available,  of  the  correct  agency  to  contact  regarding  its 
services,  and  of  the  opportunities  to  participate  in  agency 
proceedings.  The  booklet  will  also  detail  the  nature  of 
consumer  complaints  for  which  the  Department  is 
responsible. 


2.  Marketplace  Information 

Due  to  the  diverse  activities  of  Commerce  operating  imits, 
a  wide  variety  of  marketplace  information  is  available  to  the 
public.  Of  broad  general  interest  are  the  monthly  economic 
trend  reports;  metric,  energy  conservation  and  fire  safety 
publications  and  free  film  loans  on  varied  subjects  from  the 
National  Bureau  of  Standards;  Fishery  supply  and  “best  buy’’ 
data  which  is  supplied  to  the  “National  Consumer  Buying 
Alert”  and  other  publications,  seafood  recipes,  and  Truth-in- 
Menuing  guidelines  from  the  National  Marine  Fisheries 
Service;  and  a  series  of  Consumer  Affairs  Guidelines  for 
business  produced  by  a  former  advisory  council  to  the 
Secretary  of  Commerce.  NMFS  is  also  providing  nutritional 
research  to  Nutribank,  a  computer  service  program  which 
provides  nutritional  values  for  recipes.  Some  Commerce 
publications  are  available  at  a  nominal  charge  through  the 
GSA  Consumer  Information  Center  at  Pueblo,  Colorado. 
Operating  units  will  be  encouraged  to  expand  their  use  of  the 
Pueblo  facility.  Proceedings  of  a  Consumer  Dispute 
Resolution  Conference  co-sponsored  by  the  Department  and 
the  Chamber  of  Commerce  of  the  United  States  are  available 
from  the  Office  of  Consumer  Affairs. 

The  Department  also  has  extensive  media  liaison, 
distributing  monthly  NBS  radio  interviews  to  500  radio 
stations,  circulating  monthly  NBS  reports  to  consumer 
writers  and  broadcast  stations;  NMFS  issues  news  text, 
black  and  white  photographs  and  color  transparencies  on 
fishery  products  to  900  food  editors  and  local  media 
representatives.  We  will  continue  to  seek  the  most  effective 
media  outlets  for  distribution  of  information  relative  to 
DOC’s  consumer  activities. 

Marketplace  information  on  operating  unit  programs  such 
as  the  economic  data,  dietary  and  nutritional  information, 
energy,  and  product  standards  and  testing  will  continue  to 
be  developed  in  accordance  with  relevant  issues.  Funds 
have  been  authorized  to  the  Office  of  Consumer  Affairs  to 
update  a  series  of  Consumer  Affairs  Guidelines  for  business 
for  reissuance  during  1980.  This  will  be  done  in  conjunction 
with  two  national  business  and  consumer  organizations.  The 
Office  also  plans  to  co-sponsor  additional  consumer  dispute 
resolution  conferences  in  fiscal  year  1980.  Operating  units 
will  be  directed  to  produce  bi-  or  multi-lingual  versions  of 
key  consumer  informational  materials  wherever  possible. 

3.  Consumer  Participation  Information 

Consumer  information  materials  which  outline  general 
procedures  for  consumer  participation  in  policy  development 
in  the  Department  will  be  made  available  to  consumers  as 
they  are  developed.  Public  comment  will  be  solicited  on  the 
proposed  procedxu-es.  As  cited  previously,  the  National 
Oceanic  and  Atmospheric  Administration  issued  regulations 
for  funding  consumer  participation  in  its  proceedings  in  the 
Federal  Register  of  April  26, 1978.  Similar  regulations  are 
expected  to  be  issued  by  the  National  Telecommunications 
and  Information  Administration  in  the  near  future.  Also 
mentioned  previously,  the  Office  of  Consumer  Affairs  issues 
monthly  notices  of  Commerce  regulatory  activities  to 
consumer  organizations  and  the  media.  Consumer  staffs  will 
assist  in  reviewing  their  agency’s  proposed  rules,  policies, 
and  procedures  for  consumer  participation  and  notices  of 
such  actions,  to  assure  the  use  of  “plain  English.” 

Manner  of  Distribution 

The  selection  of  specific  distribution  channels  for 
informational  materials  produced  by  the  Department  will  be 
determined  by  the  nature  of  the  material,  target  audience(s), 
time  constraints,  and  resource  availability.  In  general, 
distrubition  channels  will  include:  the  Office  of  Consumer 
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Affairs’  mailing  list  of  state  and  local  consumer  ofHces, 
private  consumer  organizations,  professional  consumer 
societies,  etc..  Secretarial  Representatives  in  the  ten  Federal 
Regions;  the  47  District  offices  of  the  International  Trade 
Administration  and  other  field  offices  networks;  mailing  lists 
of  news  and  public  affairs  offices  and  operating  units;  public 
speaking  engagements  of  consumer  staffs;  media  events  such 
as  the  monthly  NBS  radio  spots  and  NMFS  quarterly 
mailings  to  food  editors;  and  direct  mail  in  response  to 
requests.  The  information  disseminated  through  these 
channels  will  include  instructions  for  additional  outreach 
efforts  to  the  constituent  groups  of  each  recipient. 

Officials  Responsible  for  Consumer  Information  Program 

Special  responsibility  for  planning  and  carrying  out  the 
consumer  information  function  resides  with  the  consumer 
staffs  within  the  operating  units,  with  assistance  as 
appropriate  from  public  information  and  program  staffs.  The 
Office  of  Consumer  Affairs  will  consult  with  the  Office  of 
Public  Affairs  to  develop  Departmental  consumer 
information  activities  including  possible  expanded  use  of  the 
media.  The  Office  and/or  the  Commerce  Consumer 
Connection  will  review  all  future  consumer  publications  in 
draft  stage  for  content,  clarity  and  correct  metric  practice. 

Regional  Secretarial  Representatives,  and  the  District  and 
field  ofhces  of  appropriate  operating  units  will  assist  in 
disseminating  informational  materials  through  their  facilities. 

Information  on  Agenda  of  Public  Meetings 

Explanatory  materials  for  open  meetings  will  be  prepared 
by  the  Office  of  Consumer  Affairs,  the  Office  of  Regulatory 
Policy  and/or  the  consumer  staffs  of  operating  units,  as 
appropriate  to  the  meeting.  Such  materials  will  include  a 
summary  of  the  background  and  issues  to  be  discussed,  key 
word  categories,  an  agency  contact  person,  and  procedures 
for  consumer  participation. 

These  materials  will  be  publicized  and  distributed  through 
such  channels  as  Federal  Register  notices,  the  "Calendar  of 
Federal  Regulations,"  the  Secretarial  Representatives, 

District  and  field  offices,  the  Office  of  Consumer  Affairs  and 
operating  units'  consumer  mailing  lists,  advisory  committees, 
and  the  consumer  media. 

IV.  EDUCATION  AND  TRAINING 

Responsibilities  for  Educating  Staff  Members  About 
Consumer  Program 

In  order  to  effectively  implement  the  Consumer  Program, 
efforts  must  be  made  to  apprise  all  Commerce  managers  and 
employees  of  the  components  of  the  Federal  consumer  policy 
and  actions  to  be  taken  in  the  Department  to  comply  with 
that  policy.  The  Associate  Deputy  Secretary  issued  a 
memorandum  to  the  Department’s  Secretarial  Officers  and 
Heads  of  Operating  Units,  conveying  the  Executive  Order 
and  the  Draft  and  Final  Consumer  Programs,  directing  them 
to  make  their  staffs  and  employees  aware  of  them.  The 
Office  of  Consumer  Affairs  will  work  with  the  heads  of  the 
agencies,  the  Secretarial  Representatives,  and  the  District 
and  field  office  networks  to  disseminate  information  about 
the  Consumer  Program  and  to  solicit  their  recommendations 
on  its  implementation.  Consumer  staffs  in  the  operating  units 
will  conduct  similar  employee  education  efforts  within  their 
agencies. 

The  Office  of  Consumer  Affairs  further  plans  to  conduct 
briefings  on  the  Consumer  Program  for  top  Commerce 
management,  through  the  Commerce  Council,  a  weekly 
meeting  of  Department  officials,  and  on  an  individual  basis 
with  appropriate  Assistant  Secretaries,  Administrators,  and 
Regional  Commerce  Councils,  consisting  of  heads  of  the 


principal  DOC  regional  agencies.  The  Office  will  work  with 
public  affairs  and  personnel  staffs  of  the  operating  units  to 
develop  news  articles  on  the  Program  for  inclusion  in 
employee  and  public  newsletters.  Other  activities  designed 
to  heighten  employee  awareness  of  the  Department’s 
consumer  programs  will  also  be  developed. 

Specialized  Training  for  Consumer  Affairs  Personnel 

The  Office  of  Consumer  Affairs  and  consumer  staffs  of  the 
operating  units  will  continue  to  increase  professional 
development  through  regular  attendance  at  consumer-related 
conferences  and  seminars  as  a  supplement  to  their  formal 
education  and  consumer  affairs  experience.  The  Office  will 
also  work  with  the  Employee  Development  Division  of  the 
Department’s  Personnel  Office  to  identify  in-house  or  outside 
sources  of  training,  as  needed,  including  the  possibility  of 
university  credits  in  specialized  areas  of  concern.  Specific 
areas  in  which  additional  training  could  be  desirable  include 
complaint  handling,  consumer  participation  procedures, 
consumer  education  techniques,  preparation  of  print  and 
audio  visual  consumer  information  materials,  and  mediation 
skills.  College  interns  teceive  on-the-job  training  and  coimsel 
in  complaint  handling  from  the  Director  and  the  Consumer 
Affairs  Specialist.  Interns’  research  assignments  and  other 
projects  are  conducted  under  the  direct  supervision  of  the 
Director.  Future  staffing  selections  will  be  based  upon 
expertise  in  the  areas  mentioned  above  to  supplement 
previously  acquired  skills.  NMFS  has  established  a  part-time 
permanent  position  (Consumer  Information  Assistant)  which 
will  be  used  as  a  training  position,  providing  both  time  and 
financial  support  for  career  development  in  the  consumer 
affairs  area. 

Technical  Assistance  for  Consumers 

Operating  units,  with  advice  from  the  Office  of  Consumer 
Affairs,  will  determine  the  staff  responsibilities,  procedures 
and  types  of  technical  assistance  for  consumers  which  are 
appropriate  to  their  programs.  For  example,  NTIA’s  Public 
Telecommunications  Facilities  Program  provides  technical 
assistance  upon  request  to  potential  applicants  and  to  other 
groups  interested  in  public  telecommunications.  Also,  NTIA 
prepares  special  informational  materials  explaining  the 
process  of  obtaining  matching  grants  for  the 
telecommunications  facilities;  NTIA  distributes  this 
information  to  individuals,  public  interest  groups,  the  trade 
press,  publishers,  journals,  and  other  media.  The  NMFS 
plans  to  hold  individual  consultations  and  workshops  for 
consumer-interest  groups  to  provide  technical  assistance  in 
preparing  proposals  for  funding  under  the  Fisheries  Financial 
Assistance  Program,  which  contains  a  cost-sharing  clause. 

V.  COMPLAINT  HANDUNG 

The  Department’s  authority  in  the  area  of  consumer 
protection  is  limited  to  a  few  specific  responsibilities  of 
some  of  its  operating  imits,  for  example,  the  seafood 
inspection  program  administered  by  the  National  Marine 
Fisheries  Service,  and  portions  of  the  Fair  Packaging  and 
Labeling  Act  administered  by  the  National  Bureau  of 
Standards.  The  Department  has  no  authority  to  force 
business  or  industry  to  resolve  consumer  problems  of  a  more 
general  nature;  however,  the  Office  of  Consumer  Affairs  may 
be  of  assistance  in  directing  the  complaint  to  the  appropriate 
source  for  resolution  or  assisting  in  the  mediation  of  disputes 
when  other  efforts  have  failed.  Future  consumer  information 
materials,  including  the  Departmental  brochure  which  will 
outline  Commerce  services  and  responsibilities,  developed 
by  the  Office  of  Consumer  Affairs  and  the  operating  units, 
will  include  statements  explaining  the  Department’s 
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procedures  and  authority  in  complaint  handling  and 
instructions  for  consumers’  use  in  submitting  complaints. 

Complaints  relating  to  the  programs,  operations,  or 
employees  of  the  Commerce  Department  itself  are  within  the 
jurisdiction  of  and  should  be  directed  to  the  Office  of 
Inspector  General,  U.S.  Department  of  Commerce,  14th  and 
Constitution  Avenue,  N.W.,  Washington,  D.C.  20230. 

The  following  procedures  for  handling  consumer 
complaints  about  business  or  industry  were  developed  and 
are  practiced  by  the  Office  of  Consumer  Affairs.  Operating 
units  follow  these  basic  procedures  with  modifications  in 
some  areas,  as  appropriate  to  that  unit. 

Format  for  Logging  Complaints 

The  Office  of  Consumer  Affairs  receives  consumer 
complaints  and  requests  for  information  through  direct 
consumer  contact.  Congressional  and  White  House  referrals, 
assignment  of  miscellaneous  correspondence  from  the 
Department’s  Executive  Secretariat,  or  from  other 
government  agencies. 

The  Office  secretary  logs  iii  communications  by  name  and 
date  as  it  is  recieved,  whether  by  mail  or  telephone, 
assigning  a  reference  number  based  on  the  fiscal  year  and  a 
running  tally:  a  subject  matter  category;  the  nature  of  the 
complaint:  and  the  consumer’s  state  of  residence.  'The 
Director  or  the  Consumer  Affairs  Specialist  reviews  each 
communication  to  determine  if  it  will  be  retained  for  action 
within  OCA  or  assigned  to  other  Commerce  operating  units 
for  investigation. 

Investigation,  Analysis  and  Response  Procedures 

In  the  majority  of  (tases.  Office  of  Consumer  Affairs’  staff 
contacts  the  business  in  question  directly  to  encourage 
action  and  seek  resolution.  Some  complaints  requiring  more 
extensive  investigation  are  also  referred  in  writing  to  the 
business,  in  question.  The  consumer  is  notified  by  letter  or 
telephone  of  the  resolution  or  referral  of  the  complaint. 

Many  consumer  inquiries  involve  issues  which  are  under 
the  jurisdiction  of  another  Federal,  state  or  local  agency. 
Wherever  possible,  the  Office  of  Cgnsumer  Affairs  contacts 
that  agency  to  request  referral  of  the  complaint  to  a  specific 
individual  or  office,  and  then  notifies  the  consumer  of  the 
referral  being  made.  On  all  referrals,  the  Office  requests  a 
report  on  action  taken  by  the  agency  or  business  to  which  it 
was  referred.  Variations  of  this  process  within  the  operating 
units  will  occur,  as  MBS  directs  its  complaints  for  follow-up 
to  cognizant  officials  from  state  and  local  weights  and 
measures  and  consumer  protection  offices.  NMFS  also  has 
established  procedures  for  assignment  of  complaints,  which 
apply  for  inspected  versus  iminspected  fishery  products.  For 
example,  in  iminspected  product  complaint  cases,  the 
consumer  is  advised  to  contact  the  appropriate  regulatory 
agency  when  applicable,  the  processor  of  the  product,  as 
well  as  the  place  of  purchase.  For  inspected  product 
complaints  requiring  investigation,  the  NMFS  Consumer  and 
Trade  Education  Specialist  will  forward  the  complaint  letter, 
reference  codes  and/or  a  sample  (e.g.,  the  product  in 
question)  through  the  inspection  program  coordinator  to  the 
appropriate  field  office  or  National  Inspection  Laboratory. 
NMFS  also  contacts  the  appropriate  regulatory  agency  and 
processor  directly. 

It  is  the  policy  of  the  Office  of  Consumer  Affairs  to 
respond  to  the  consumer  within  10  business  days  after 
receipt  of  his  or  her  correspondence.  If  resolution  or  refereal 
cannot  be  achieved  within  that  time,  the  consumer  will 
receive  an  interim  acknowledgment  within  5  business  days 
identifying  the  staff  person  assigned  to  the  investigation  and 
the  expected  date  of  completion.  Requests  for  information 
and  materials  are  also  subject  to  the  same  time  frame.  Upon 


resolution  or  referral,  complaints  are  filed  according  to 
subject  matter.  Cross-reference  index  cards  which 
summarize  the  complaint  are  also  filed  separately  for  easy 
retrieval,  by  consumer’s  name,  business  or  agency 
concerned,  and  subject  matter. 

The  Office  of  Consumer  Affairs  compiles  monthly, 
quarterly  and  yearly  complaint  statistics  by  subject  category, 
nature,  state,  etc.  A  narrative  section  which  lists  the  nature 
of  the  complaint  (i.e.,  unsatisfactory  repair  or  service) 
crosses  subject  categories  and  identifies  the  “root”  cause  of 
the  complaint.  These  reports  are  submitted  on  a  regular  basis 
to  the  Secretary  of  Commerce,  other  Department  officials, 
and  the  Secretarial  Representatives  for  use  in  policy  and 
program  development.  The  data  may  be  used  to  initiate  new 
policies  or  programs  in  response  to  problem  trends  and  for 
use  in  development  of  new  consumer  information  and 
education  materials.  At  NBS,  recurring  problem  areas  are 
noted  and  recommendations  made  to  the  National 
Conference  on  Weights  and  Measures  (sponsored  by  NBS) 
for  joint  corrective  action.  Similar  methods  are  utilized  for 
regional  problems  through  the  four  major  regional 
associations  of  enforcement  officials.  'The  Office  of 
Consumer  Affairs  has  recently  requested  the  first  of 
quarterly  reports  on  consumer  correspondence  to  be 
submitted  by  NBS,  NMFS  and  NTIA.  Within  ninety  days  of 
the  effective  date  of  the  program,  the  Office  plans  to 
establish  a  centralized  reporting  system,  on  at  least  a 
quarterly  basis,  to  monitor  consumer  correspondence 
received  by  other  operating  units  and  to  assure  consistent 
and  effective  resolution  of  consumer  problems.  Reports  from 
these  operating  units  will  better  enable  the  Office  to  provide 
policy  and  program  recommendations. 

Evaluation  of  Complaint-Handling  System 

The  Office  of  Consumer  Affairs  has  begun  a  new  activity 
whereby  random  follow-up  telephone  calls  are  made  to 
consumers  who  have  contacted  the  Department  for 
assistance,  to  determine  the  status  of  the  complaint 
resolution,  particularly  where  complaints  were  referred. 
Consumers  are  queried  as  to  the  timeliness  of  response,  their 
satisfaction  with  the  resolution  and  other  follow-up  actions 
which  the  Department  can  take  on  their  behalf. 

VI.  OVERSIGHT 

The  Director  of  the  Office  of  Consumer  Affairs  reports  to 
the  Secretary,  with  administrative  arrangements  from  the 
Associate  Deputy  Secretary.  The  responsibilities  of  the 
Director  are  discussed  in  Section  I. 

Philip  M.  Klutznick, 

Secretary  of  Commerce. 

APPENDIX  A— DEPARTMENT  OF  COMMERCE  CONSUMER 
AFFAIRS  CONTACTS  AND  REGIONAL  OFFICES  OF 
SECRETARIAL  REPRESENTATIVES 

For  information  on.  the  Department  of  Commerce  Consumer 
Program  in  the  areas  on  (1)  general  consumer  affairs  issues  and 
programs;  (2)  informational  materials;  (3)  complaint  handling;  (4) 
technical  assistance  to  consumers;  and  (5)  consumer  participation 
contact  the  following; 

Ms.  Meredith  M.  Fernstrom,  Director  of  Consumer  Affairs,  U.S. 
Department  of  Commerce,  14th  and  Constitution  Avenue,  N.W., 
Room  5889,  Washington,  D.C.  20230,  Telephone:  (202)  377-5001. 

Regional  Offices  of  Secretarial  Representatives 

Region  I:  Maine,  Vermont,  New  Hampshire,  Massachusetts, 

Connecticut,  Rhode  Island.  Ms.  Helen  Keyes,  Secretarial 

Representative,  Department  of  Commerce,  441  Stuart  Street,  7th 

Floor,  Boston,  MA  02116  (617)  223-0695. 

Region  II:  New  York,  New  jersey.  Virgin  Islands,  Puerto  Rico.  Mr. 

Bernard  Jackson,  Secretarial  Representative,  Department  of 
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Commerce,  Federal  Building,  Room  3722,  26  Federal  Plaza,  New 
York,  NY  10007,  (212)  264-5647. 

Region  111:  Pennsylvania,  Delaware,  Maryland,  West  Virginia, 
District  of  Columbia,  Virginia.  Ms.  Dianne  Semingson,  Secretarial 
Representative,  Department  of  Commerce,  Wm.  J.  Green  Federal 
Building,  600  Arch  Street,  Room  10414,  Philadelphia,  PA  19106, 
(215)  597-7527. 

Region  IV:  Kentucky,  Tennessee,  Mississippi,  Alabama,  Florida, 
Georgia,  North  Carolina,  South  Carolina.  Mr.  Paul  Hemmann, 
Secretarial  Representative,  Department  of  Commerce,  1365 
Peachtree  Street,  Suite  300,  Atlanta,  GA  30309,  (404)  881-3165, 
Region  V:  Ohio,  Indiana,  Illinois,  Michigan,  Wisconsin,  Minnesota. 
Mr.  Loren  Wittner,  Secretarial  Representative,  Department  of 
Commerce,  CNA  Building,  Room  1402,  55  East  Jackson  Boulevard, 
Chicago,  IL  60604,  (312)  353-4609. 

Region  VI:  Louisiana,  Arkansas,  Oklahoma,  New  Mexico,  Texas. 
Mr.  Edward  L.  Coker,  Secretarial  Representative,  Department  of 
Commerce,  Federal  Building,  Room  9C40, 1100  Commerce  Street, 
Dallas.  TX  75242,  (214)  767-8097. 

Region  VII:  Missouri,  Iowa,  Nebraska,  Kansas.  Mr.  Louis  G.  Bickel, 
Secretarial  Representative,  Department  of  Commerce,  Federal 
Building,  Room  1844,  601  East  i2th  Street,  Kansas  City,  MO  64106, 
(816)  374-3961. 

Region  VIII:  Colorado,  Utah,  Wyoming,  Montana,  North  Dakota, 
South  Dakota.  Mr.  Stephen  L.  R.  McNichols,  Secretarial 
Representative,  Department  of  Commerce,  Title  Building,  Room 
515,  909  17th  Street,  Denver,  CO  80202,  (303)  837-4285. 

Region  IX:  Arizona,  Nevada,  California,  Hawaii.  Mr.  Allen  C.  Haile, 
Secretarial  Representative,  Department  of  Commerce,  Federal 
Building,  Box  36135,  450  Golden  Gate  Avenue,  San  Francisco,  CA 
94102,  (415)  556-5145. 

Region  X:  Idaho,  Washington,  Oregon,  Alaska.  Mr.  Leonard  W. 
Saari,  Secretarial  Representative,  Department  of  Commerce,  915 
Second  Avenue,  Federal  Building,  Room  3206,  Seattle,  WA  98174, 
(206)  442-5780. 

APPENDIX  B— DEPARTMENT  OF  COMMERCE  OFFICES  AND 
OPERATING  UNITS 

Office  of  the  Secretary 

Deputy  Secretary, 

Associate  Deputy  Secretary, 

Director  of  Consumer  Affairs, 

Regional  Representatives  of  the  Secretary, 

General  Counsel, 

Assistant  Secretary  for  Policy, 

Assistant  Secretary  for  Administration, 

Assistant  Secretary  for  Congressional  Affairs, 

Office  of  Public  Affairs, 

Inspector  General, 

Federal  Co-Chairmen  of  Regional  Commissions 

International  Trade  Administration 

National  Oceanic  and  Atmospheric  Administration 

National  Marine  Fisheries  Service, 

Office  of  Coastal  Zone  Management, 

National  W'eather  Service, 

Office  of  Sea  Grant. 

United  States  Travel  Service 

National  Telecommunications  and  Information  Administration 

Maritime  Administration 

Economic  Development  Administration 

Office  of  Assistant  Secretary  for  Productivity,  Technology  and 
Innovation 

National  Bureau  of  Standards, 

Patent  and  Trademark  Office, 

Office  of  Product  Standards, 

National  Technical  Information  Service. 

Minority  Business  Development  Agency, 

Office  of  Chief  Economist 
Bureau  of  the  Census, 


Bureau  of  Economic  Analysis, 

Office  of  Economic  Affairs, 

Office  of  Federal  Statistical  Policy  and  Standards, 
Office  of  Industrial  Economics, 
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